Health Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Health I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

_No Tier 2

Application

Critical High Low Medium Total

None None 0 0
0 0

Total 0 0

0 0

Total 0 0
0 0

0 0

0 0

Error Medicaid 0 0
Managed 0 0

MMIS Data 0 0

Warehouse 0 0

None 0 0

0 0

Total 0 0

0 0

Reporting Medicaid 0 0
Managed 0 0

Total 0 0

0 0




Critical

High

Low

Medium

Total

Application

Total

Mainframe

Application

Application

Error

Medicaid
Managed Care

None

Oracle Client
Software

Total

Reporting

Medicaid
Managed Care

Oracle
Database 10g

Total

Total




Critical

High

Low

Medium

Total

Application

Billing

Application

Password

Women, Infant,
and Children

Total

Total

None

ARIES

Total

Total

Error

Novell
GroupWise

Total

Reporting

BlackBerry

Total

Total

Mobile Devices

None

BlackBerry

Total

Total




Critical

High

Low

Medium

Total

Network

_No Tier 2

None

Novell Client
for 32-bit

Total

Total

None

None

Total

Total

Application

Error

National
Electronic

None

Total

None

None

Novell
GroupWise

Total

Total

Server

Error

None

Total




Server

EIS Hardware

Application

Critical High Low Medium Total

Total 1 2 3
0 0 0

8 2 14

0 0 1

None None 0 0 1
0 0 0

Total 0 0 1

0 0 0

Total 0 0 1
0 0 0

0 0 1

0 0 0

Error BlueZone 0 0 1
0 0 1

Electronic 1 0 1

Death Entry 0 0 0

None 0 0 3

0 0 2

Novell 0 0 1

GroupWise 0 0 1

Novell 0 0 3

Messenger 0 0 3

State Payroll 0 0 1

Time Entry 0 0 1

Total 1 0 10

0 0 8

Password BlueZone 0 0 1
0 0 1

Novell 0 0 1

GroupWise 0 0 0

Utah Master 0 0 2

Directory 0 0 0




Critical

High

Low

Medium

Total

Application Password Total 0 4 0 4
0 1 0 1

Reporting Novell 0 2 0 2
GroupWise 0 1 0 1

Total 0 2 0 2

0 1 0 1

Total 1 15 0 16
0 10 0 10

Mainframe Error BlueZone 0 2 0 2
0 2 0 2

Total 0 2 0 2

0 2 0 2

Password BlueZone 0 1 0 1
0 1 0 1

None 0 1 0 1

0 0 0 0

Total 0 2 0 2

0 1 0 1

Total 0 4 0 4
0 3 0 3

Network Error None 0 4 0 4
0 1 0 1

Novell Client 1 8 0 9

for 32-bit 1 8 0 9

Total 1 12 0 13

1 9 0 10

Incident Novell Client 0 1 0 1
for 32-bit 0 1 0 1

Total 0 1 0 1

0 1 0 1

Password None 0 1 0 1
0 0 0 0




Critical High Low Medium Total
Network Password Novell Client 0 4 0 4
for 32-bit 0 3 0 3
Total 0 5 0 5
0 3 0 3
Total 1 18 0 19
1 13 0 14
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0 1 0 1
Total 0 1 0 1
0 1 0 1
Hardware None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Performance Microsoft 0 1 0 1
Windows XP 0 1 0 1
None 0 1 0 1
0 1 0 1
Total 0 2 0 2
0 2 0 2
Total 0 4 0 4
0 4 0 4
Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0 0 0 0
Novell Client 0 1 0 1
for 32-bit 0 1 0 1
Total 0 2 0 2
0 1 0 1
Total 0 2 0 2
0 1 0 1
Telecom Call/Receive None 0 2 0 2
0 1 0 1




Critical

High

Low

Medium

Total

Telecom Call/Receive Total 0 2 0 2
0 1 0 1

None None 0 2 0 2

0 2 0 2

Total 0 2 0 2

0 2 0 2

Voice Mail None 0 2 0 2

0 0 0 0

Total 0 2 0 2

0 0 0 0

Total 0 6 0 6

0 3 0 3

2 49 0 51

1 34 0 35

_No Tier 2 None None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

_No Tier 2 None None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Application Error SAFE 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0




Critical

High

Low

Medium

Total

Application

Total

Network

_No Tier 2

Error

Novell Client
for 32-bit

Total

Total

None

None

Total

Total

Application

Error

Microsoft
Windows XP

None

Total

None

None

Total

Total

Network

None

Novell Client
for 32-bit

Total




Critical

High

Low

Medium

Total

Network Total 1 1
0 0

PC/Laptop Performance None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

7 7

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

1 1

0 0

_No Tier 2 None None 31 38
2 2

Total 31 38

2 2

Total 31 38

2 2

Application Error Adobe Acrobat 1 1
0 0

Adobe 1 1

InDesign 0 0

BMI 1 1

0 0

Corel 1 1

WordPerfect 0 0




Application

Critical High Low Medium Total

Error FileMaker 2 2
0 0

Internet 2 3
Explorer 0 0
Java Runtime 1 1
Environment 0 0
Microsoft Excel 1 1
0 0

Microsoft Office 1 1
0 0

Microsoft 1 1
Windows XP 0 0
Microsoft Word 1 1
0 0

None 13 14
1 1

Novell Client 3 3
for 32-bit 1 1
Novell 23 23
GroupWise 1 1
Novell 2 2
GroupWise 0 0
Novell 2 2
Messenger 0 0
Total 56 58
3 3

None Acrobat Reader 1 1
0 0

Internet 1 1
Explorer 0 0
Microsoft Office 1 1
Enterprise 2007 0 0




Application

Critical High Low Medium Total

None None 3 3
0 0
Novell Client 1 1
for 32-bit 0 0
Novell 3 3
GroupWise 0 0
Novell 1 1
GroupWise 0 0
Total 11 11
0
Password Novell 1 1
GroupWise 0 0
Utah Master 1 1
Directory 0 0
Total 2 2
0 0
Reporting Adobe Acrobat 1 1
0 0
BlueZone 1 1
0 0
Internet 1 1
Explorer 0 0
iPhone 1 1
0 0
Medicaid 1 1
Managed Care 0 0
Microsoft Excel 1 1
0 0
Microsoft Word 1 1
0 0

None 1




Critical

High

Low

Medium

Total

Application

EIS Hardware

Mobile Devices

Network

Reporting Novell 1 1
GroupWise 0 0

Novell 1 1

Messenger 0 0

Total 20 20

0 0

Total 89 91
3 3

Printer None 1 1
0 0

Total 1 1

0 0

Total 1 1
0 0

Error PalmPilot 1 1
Desktop 0 0

Total 1 1

0 0

Total 1 1
0 0

Error None 9 9
1 1

Novell Client 13 14

for 32-bit 0 0

Total 22 23

1 1

Incident None 11 11
0

Novell Client 1 1

for 32-bit 0 0

Total 12 12

0 0




Critical High Low Medium Total
Network None None 3 3
0 0
Novell Client 4 4
for 32-bit 0 0
Total 7 7
0 0
Password None 2 2
0 0
Novell Client 4 4
for 32-bit 1 1
Total 6 6
1 1
Performance None 8 8
0 0
Novell Client 1 1
for 32-bit 0 0
Total 9 9
0 0
Virus Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Total 57 58
2 2
PC/Laptop Error Microsoft 1 1
Windows XP 0 0
None 10 10
1 1
Novell Client 2 2
for 32-bit 0 0
Total 13 13




PC/Laptop

Print/Copy/Sca
n/Fax

Critical High Low Medium Total

Hardware None 29 29
1 1

Novell Client 1 1

for 32-bit 0 0

Total 30 30

1 1

None None 5 5
0 0

Novell Client 2 2

for 32-bit 0 0

Total 7 7

0 0

Password None 1 1
0 0

Total 1 1

0 0

Performance Internet 1 1
Explorer 0 0

Microsoft 1 1

Windows XP 0 0

None 3 3

1 1

Total 5 5

1 1

Total 56 56
3 3

Error Code Microsoft 1 1
Windows XP 0 0

None 13 13

8 8

Total 14 14

8 8




Critical High Low Medium Total
Print/Copy/Sca Incident None 0 36 0 36
n/Fax 0 7 0 7
Total 0 36 0 36
0 7 0 7
None None 0 4 0 4
0 1 0 1
Novell Client 0 2 0 2
for 32-bit 0 0 0 0
Novell iPrint 0 1 0 1
0 0 0 0
Total 0 7 0 7
0 1 0 1
Total 0 57 0 57
0 16 0 16
0 292 10 302
0 26 0 26
_No Tier 2 None None 0 5 0 5
0 0 0 0
Total 0 5 0 5
0 0 0 0
Total 0 5 0 5
0 0 0 0
Application Error Citrix ICA 0 1 0 1
Client 0 1 0 1
Novell 0 2 0 2
GroupWise 0 2 0 2
Novell 0 4 0 4
Messenger 0 2 0 2
Remedy 0 1 0 1
Incident 0 1 0 1
Utah Master 0 1 0 1
Directory 0 0 0 0




Critical High Low Medium Total
Application Error Total 9 9
6 6
None Novell Client 1 1
for 32-bit 0 0
Novell 1 1
GroupWise 1 1
Total 2 2
1 1
Password Medicaid 1 1
Managed 0 0
Novell Client 2 2
for 32-bit 0 0
Novell 1 1
GroupWise 0 0
Novell 2 2
Messenger 0 0
Remedy 1 1
Incident 0 0
Total 7 7
0 0
Total 18 18
7 7
Mobile Devices Error BlackBerry 2 2
0 0
Novell Client 1 1
for 32-bit 0 0
Total 3 3
0 0
Total 3 3
0 0
Network Error None 5 6




Network

Error

Incident

None

Password

Performance

Total

PC/Laptop

Hardware

None

Performance

Critical High Low Medium Total

Novell Client 8 8
for 32-bit 2 2
3 4

None 1 1
1 1

Total 1 1
1 1

Novell Client 2 2
for 32-bit 0 0
Total 2 2
0 0

Novell Client 15 15
for 32-bit 4 4
Total 15 15
4 4

None 2 2
2 2

Total 2 2
2 2

33 34

10 1

None 2 2
2 2

Total 2 2
2 2

None 1 1
0 0

Total 1 1
0 0

None 1 1




Critical

High

Low

Medium

Total

PC/Laptop Performance Total 1 1
1 1

Total 4 4

3 3

Print/Copy/Sca Error Code None 1 1
n/Fax 1 1
Total 1 1

1 1

Incident None 2 2

0 0

Novell iPrint 2 2

2 2

Total 4 4

2 2

Total 5 5

3 3

68 69

23 24

_No Tier 2 None None 25 35
0 0

Total 25 35

0 0

Total 25 35

0 0

Application Error Apex Data 0 5
Loader 0 0

Childrens 1 1

Health 0 0

Citrix ICA 7 7

Client 0 0

Citrix 3 3

MetaFrame 0 0




Application

Critical High Low Medium Total
Error Dentrix 1 0 1
0 0 0
Internet 0 1 1
Explorer 0 0 0
Laboratory 6 3 9
Information 0 0 0
Newborn 6 0 6
Screening - 0 0 0
None 23 4 27
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Reflection for 1 0 1
UNIX and 0 0 0
SAS 0 1 1
0 0 0
WebTrends 1 0 1
0 0 0
Total 51 14 65
0 0
None Content 2 0 2
Manager 0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Password Citrix ICA 1 0 1
Client 0 0 0
Citrix 4 0 4
MetaFrame 0 0 0




Critical

High

Low

Medium

Total

Application Password None 3 0 3
0 0 0

Utah Master 4 0 4

Directory 0 0 0

Total 12 0 12

0 0 0

Reporting Citrix ICA 1 0 1
Client 0 0 0

Microsoft 0 1 1

Access 2003 0 0 0

None 4 1 5

0 0 0

Total 5 2 7

0 0 0

Total 71 16 87
0 0

Network Error Laboratory 0 0 2
Information 0 0 0

None 9 2 1

0 0 0

Novell Client 4 2 6

for 32-bit 0 0 0

Total 13 4 19

0 0 0

Incident None 3 0 3
0 0 0

Novell Client 1 0 1

for 32-bit 0 0 0

Total 4 0 4

0 0 0

None None 2 0 2
0 0 0




Critical

High

Low

Medium

Total

Network

None

Novell Client
for 32-bit

Total

Performance

None

Total

Total

PC/Laptop

Error

None

Total

Total

Print/Copy/Sca
n/Fax

Error Code

None

Total

Incident

None

Novell iPrint

Total

None

None

Total

Queue

None




Critical

High

Low

Medium

Total

Print/Copy/Sca Queue Total 1 0 1
n/Fax 0 0 0
Total 7 2 9

0 0 0

Server Error None 3 0 5
0 0 0

Total 3 0 5

0 0 0

None None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Performance None 2 0 2

0 0 0

Total 2 0 2

0 0 0

Total 6 0 8

0 0 0

131 28 167

0 0 0

_No Tier 2 None None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Application Error Citrix ICA 1 0 1
Client 0 0 0

None 2 3 5

0 0 0

Total 3 3 6

0 0 0




Application

Total

Network

Error

Performance

Total

PC/Laptop

Error

Total

Server

_No Tier 2

Hardware

Total

None

Critical High Low Medium Total

3 6

0 0

Internet 0 1
Explorer 0 0
None 4 4
0 0

Novell Client 1 1
for 32-bit 0 0
Total 5 6
0 0

None 1 1
0 0

Total 1 1
0 0

6 7

0 0

None 1 1
0 0

Total 1 1
0 0

1 1

0 0

None 0 1
0 0

Total 0 1
0 0

0 1

0 0

12 17

0 0

Internet 1 1

Explorer




Critical High Low Medium Total
_No Tier 2 None None 0 5 0 5
0 3 0 3
Novell Netware 0 5 0 5
Connect 0 5 0 5
Total 0 11 0 11
0 0 9
Total 0 11 0 11
0 0 9
Application Error Novell 0 1 0 1
GroupWise 0 1 0 1
PGP 0 1 0 1
0 1 0 1
Windows 0 1 0 1
Media Player 0 1 0 1
Total 0 3 0 3
0 3 0 3
Total 0 3 0 3
0 3 0 3
Network Error None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Incident None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 2 0 2
0 2 0 2
Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0 1 0 1
Total 0 1 0 1
0 1 0 1




Critical High Low Medium Total
Print/Copy/Sca Total 0 1 0 1
n/Fax 0 1 0 1
0 17 0 17
0 15 0 15
Application None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Network Error Novell Client 0 1 0 1
for 32-bit 0 0 0 0
Total 0 1 0 1
0 0 0 0
None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
0 3 0 3
0 0 0 0
_No Tier 2 None None 0 20 0 20
0 0 0 0
Total 0 20 0 20
0 0 0 0
Total 0 20 0 20
0 0 0 0
Application Error BlueZone 0 1 0 1
0 0 0 0
Medicaid 0 3 1 4
Managed 0 0 0 0




Critical

High

Low

Medium

Total

Application

Error

None

Total

Password

BlueZone

Medicaid
Managed

None

Total

Total

Mainframe

Error

BlueZone

None

Total

None

Medicaid
Managed

Total

Password

BlueZone

Medicaid
Managed

None

Total




Critical

High

Low

Medium

Total

Mainframe

_No Tier 2

Total

None

None

Total

Total

Application

Error

Citrix ICA
Client

PGP

Total

None

Microsoft
Windows XP

Total

Total

Wireless
Connectivity

Error

BlackBerry

None

Total

Total




Critical

High

Low

Medium

Total

Application Error CA SiteMinder 0 1 0 1
0 0 0 0

None 0 1 0 1

0 0 0 0

Total 0 2 0 2

0 0 0 0

Total 0 2 0 2

0 0 0 0

Network Error None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

0 3 0 3

0 0 0 0

Network Error None 0 0 1 1
0 0 0 0

Total 0 0 1 1

0 0 0 0

Total 0 0 1 1

0 0 0 0

Telecom Area Code Telephone 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Call/Receive None 0 2 0 2

0 0 0 0

Total 0 2 0 2

0 0 0 0

Dial Tone None 1 0 0 1

0 0 0 0




Critical

High

Low

Medium

Total

Telecom

Telecom

Dial Tone

Total

Feature

Telephone

Total

Hardware

None

Telephone

Total

None

None

Total

Voice Mail

None

Telephone

Total

Total

Call/Receive

None

Telephone

Total




Telecom

Application

Dial Tone

Feature

Hardware

None

Total

Error

Critical High Low Medium Total

None 3 3
0 0

Telephone 1 1
0 0

Total 4 4
0 0

Telephone 2 2
0 0

Total 2 2
0 0

None 1 2
0 0

Telephone 2 2
0 0

Total 3 4
0 0

None 4 4
0 0

Telephone 1 1
0 0

Total 5 5
0 0

17 18

0 0

17 18

0 0

Women, Infant, 5 7
and Children 3 5
Total 5 7
3 5

Password

Women, Infant,
and Children




Critical

High

Low

Medium

Total

Application

Password

o 0o

793
111




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Critical High Low Medium Total
_No Tier 2 None None 0 0 1 0 1
0 0 1 0 1
Total 0 0 1 0 1
0 0 1 0 1
Total 0 0 1 0 1
0 0 1 0 1
0 0 1 0 1
0 0 1 0 1
Application Error Medicaid 0 0 4 0 4
Managed 0 0 3 0 3
MMIS Data 0 0 1 0 1
Warehouse 0 0 1 0 1
None 0 0 3 0 3
0 0 3 0 3
Total 0 0 8 0 8
0 0 7 0 7
Reporting Medicaid 0 0 1 0 1
Managed 0 0 1 0 1
Total 0 0 1 0 1
0 0 1 0 1
Total 0 0 9 0 9
0 0 8 0 8
Mainframe Error None 0 1 0 0 1
0 0 0 0 0




Mainframe

Application

Application

Critical High Low Medium Total

Error Total 0 0 1
0 0 0

Total 0 0 1
0 0 0

9 0 10

8 0 8

Error Medicaid 5 0 5
Managed Care 1 0 1

None 1 0 1

0 0 0

Oracle Client 1 0 1

Software 1 0 1

Total 7 0 7

2 0 2

Reporting Medicaid 1 0 1
Managed Care 0 0 0

Oracle 1 0 1

Database 10g 0 0 0

Total 2 0 2

0 0 0

Total 9 0 9
2 0 2

9 0 9

2 0 2

Error PGP 1 0 1
0 0 0

Total 1 0 1

0 0 0

Password Women, Infant, 1 0 1
and Children 0 0 0

Total 1 0 1

0 0 0




Critical High Low Medium Total
Application Total 0 0 2 0
0 0 0 0
0 0 2 0
0 0 0 0
Billing None ARIES 0 0 1 0
0 0 1 0
Total 0 0 1 0
0 0 1 0
Total 0 0 1 0
0 0 1 0
0 0 1 0
0 0 1 0
Application Error Novell 0 0 1 0
GroupWise 0 0 1 0
Total 0 0 1 0
0 0 1 0
Reporting BlackBerry 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0
Total 0 0 2 0
0 0 1 0
Mobile Devices None BlackBerry 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0
Network None Novell Client 0 0 1 0
for 32-bit 0 0 1 0
Total 0 0 1 0
0 0 1 0




Critical

High

Low

Medium

Total

Network Total 0 1
0 1

0 4

0 2

_No Tier 2 None None 0 2
0 1

Total 0 2

0 1

Total 0 2

0 1

Application Error National 2 2
Electronic 0 0

None 5 5

1 1

Total 7 7

1 1

None None 0 1

0 0

Novell 0 1

GroupWise 0 0

Total 0 2

0 0

Total 7 9

1 1

Server Error None 1 3
0 0

Total 1 3

0 0

Total 1 3

0 0

8 14

-




Critical

High

Low

Medium

Total

EIS Hardware

Application

None

None

Total

Total

Error

BlueZone

Electronic
Death Entry

None

Novell
GroupWise

Novell
Messenger

State Payroll
Time Entry

Total

Password

BlueZone

Novell
GroupWise

Utah Master
Directory

Total

Reporting

Novell
GroupWise




Critical High Low Medium Total
Application Reporting Total 2 2
0 0
0 0
Mainframe Error BlueZone 2 2
0 0
Total 2 2
0 0
Password BlueZone 1 1
0 0
None 1 1
0 0
Total 2 2
0 0
Total 4 4
0 0
Network Error None 4 4
0 0
Novell Client 8 9
for 32-bit 0 0
0 0
Incident Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Password None 1 1
1 1
Novell Client 4 4
for 32-bit 0 0
Total 5 5




Critical High Low Medium Total
Network Total 18 19
1 1
PC/Laptop Error Microsoft 1 1
Windows XP 0 0
Total 1 1
0 0
Hardware None 1 1
0 0
Total 1 1
0 0
Performance Microsoft 1 1
Windows XP 0 0
None 1 1
0 0
Total 2 2
0 0
Total 4 4
0 0
Print/Copy/Sca Incident None 1 1
n/Fax 1 1
Novell Client 1 1
for 32-bit 0 0
Total 2 2
1 1
Total 2 2
1 1
Telecom Call/Receive None 2 2
0 0
Total 2 2
0 0
None None 2 2
0 0




Critical High Low Medium Total
Telecom None Total 0 2 0 2
0 0 0 0
Voice Mail None 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0
Total 0 6 0 6
0 0 0 0
2 49 0 51
0 2 0 2
_No Tier 2 None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
_No Tier 2 None None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Application Error SAFE 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Network Error Novell Client 0 1 0 1
for 32-bit 0 0 0 0




Critical

High

Low

Medium

Total

Network Error Total 0 0
0 0

Total 0 0

0 0

0 0

0 0

_No Tier 2 None None 0 0
0 0

Total 0 0

0 0

Total 0 0

0 0

Application Error Microsoft 0 0
Windows XP 0 0

None 0 0

0 0

Total 0 0

0 0

None None 0 0

0 0

Total 0 0

0 0

Total 0 0

0 0

Network None Novell Client 0 0
for 32-bit 0 0

Total 0 0

0 0

Total 0 0

0 0

PC/Laptop Performance None 0 0
0 0




Critical

High

Low

Medium

Total

PC/Laptop Performance Total 0 1 0 1
0 1 0 1

Total 0 1 0 1

0 1 0 1

0 7 0 7

0 5 0 5

Network Error None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

_No Tier 2 None None 0 31 7 38
0 4 2 6

Total 0 31 7 38

0 4 2 6

Total 0 31 7 38

0 4 2 6

Application Error Adobe Acrobat 0 1 0 1
0 0 0 0

Adobe 0 1 0 1

InDesign 0 0 0 0

BMI 0 1 0 1

0 0 0 0

Corel 0 1 0 1

WordPerfect 0 0 0 0

FileMaker 0 2 0 2

0 0 0 0

Internet 0 2 1 3

Explorer 0 0 0 0




Application

Critical High Low Medium Total

Error Java Runtime 0 1 0 1
Environment 0 0 0 0
Microsoft Excel 0 1 0 1
0 0 0 0

Microsoft Office 0 1 0 1
0 0 0 0

Microsoft 0 1 0 1
Windows XP 0 1 0 1
Microsoft Word 0 1 0 1
0 0 0 0

None 0 13 1 14
0 1 0 1

Novell Client 0 3 0 3
for 32-bit 0 2 0 2
Novell 0 23 0 23
GroupWise 0 7 0 7
Novell 0 2 0 2
GroupWise 0 0 0 0
Novell 0 2 0 2
Messenger 0 0 0 0
Total 0 56 2 58
0 11 0 11

None Acrobat Reader 0 1 0 1
0 0 0 0

Internet 0 1 0 1
Explorer 0 0 0 0
Microsoft Office 0 1 0 1
Enterprise 2007 0 0 0 0
None 0 3 0 3
0 0 0 0

Novell Client 0 1 0 1
for 32-bit 0 0 0 0




Critical

High

Low

Medium

Total

Application

None

Novell
GroupWise

Novell
GroupWise

Total

Password

Novell
GroupWise

Utah Master
Directory

Total

Reporting

Adobe Acrobat

BlueZone

Internet
Explorer

iPhone

Medicaid
Managed Care

Microsoft Excel

Microsoft Word

None

Novell
GroupWise

Novell
Messenger




Application

EIS Hardware

Mobile Devices

Network

Critical High Low Medium Total
Reporting Total 20 20
5 5
Total 89 91
17 17
Printer None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Error PalmPilot 1 1
Desktop 0 0
Total 1 1
0 0
Total 1 1
0 0
Error None 9 9
4 4
Novell Client 13 14
for 32-bit 1 1
Total 22 23
5 5
Incident None 11 11
1 1
Novell Client 1 1
for 32-bit 1 1
2 2
None None 3 3
0 0
Novell Client 4 4

for 32-bit




Critical High Low Medium Total
Network None Total 7 7
1 1
Password None 2 2
0 0
Novell Client 4 4
for 32-bit 3 3
Total 6 6
3 3
Performance None 8 8
1 1
Novell Client 1 1
for 32-bit 0 0
Total 9 9
1 1
Virus Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Total 57 58
12 12
PC/Laptop Error Microsoft 1 1
Windows XP 0 0
None 10 10
1 1
Novell Client 2 2
for 32-bit 1 1
2 2
Hardware None 29 29
4 4
Novell Client 1 1
for 32-bit 0 0




PC/Laptop

Print/Copy/Sca
n/Fax

Critical High Low Medium Total

Hardware Total 30 30
4 4

None None 5 5
1 1

Novell Client 2 2

for 32-bit 0 0

Total 7 7

1 1

Password None 1 1
1 1

Total 1 1

1 1

Performance Internet 1 1
Explorer 0 0

Microsoft 1 1

Windows XP 1 1

None 3 3

0 0

Total 5 5

1 1

Total 56 56
9 9

Error Code Microsoft 1 1
Windows XP 1 1

None 13 13

1 1

Total 14 14

2 2

Incident None 36 36
5 5

Total 36 36

5 5




Critical

High

Low

Medium

Total

Print/Copy/Sca None None 4 0 4
n/Fax 1 0 1
Novell Client 2 0 2

for 32-bit 2 0 2

Novell iPrint 1 0 1

1 0 1

Total 7 0 7

4 0 4

Total 57 0 57

11 0 11

292 10 302

53 2 55

_No Tier 2 None None 5 0 5
1 0 1

Total 5 0 5

1 0 1

Total 5 0 5

1 0 1

Application Error Citrix ICA 1 0 1
Client 0 0 0

Novell 2 0 2

GroupWise 0 0 0

Novell 4 0 4

Messenger 1 0 1

Remedy 1 0 1

Incident 0 0 0

Utah Master 1 0 1

Directory 0 0 0

Total 9 0 9

1 0 1

None Novell Client 1 0 1

for 32-bit 1 0 1




Critical High Low Medium Total
Application None Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 2 0 2
0 1 0 1
Password Medicaid 0 1 0 1
Managed 0 0 0 0
Novell Client 0 2 0 2
for 32-bit 0 1 0 1
Novell 0 1 0 1
GroupWise 0 0 0 0
Novell 0 2 0 2
Messenger 0 1 0 1
Remedy 0 1 0 1
Incident 0 1 0 1
Total 0 7 0 7
0 3 0 3
Total 0 18 0 18
0 5 0 5
Mobile Devices Error BlackBerry 0 2 0 2
0 2 0 2
Novell Client 0 1 0 1
for 32-bit 0 0 0 0
Total 0 3 0 3
0 2 0 2
Total 0 3 0 3
0 2 0 2
Network Error None 0 5 1 6
0 3 0 3
Novell Client 0 8 0 8
for 32-bit 0 4 0 4
Total 0 13 1 14
0 7 0 7




Critical

High

Low

Medium

Total

Network

Incident

None

Password

Performance

Total

PC/Laptop

Hardware

None

Performance

Total

None 1 1
0 0

Total 1 1
0 0

Novell Client 2 2
for 32-bit 0 0
Total 2 2
0 0

Novell Client 15 15
for 32-bit 4 4
Total 15 15
4 4

None 2 2
0 0

Total 2 2
0 0

33 34

11 11

None 2 2
0 0

Total 2 2
0 0

None 1 1
0 0

Total 1 1
0 0

None 1 1
0 0

Total 1 1
0 0

4 4

0 0




Critical

High

Low

Medium

Total

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Total 1 1

0 0

Incident None 2 2

0 0

Novell iPrint 2 2

0 0

Total 4 4

0 0

Total 5 5

0 0

68 69

19 19

_No Tier 2 None None 25 35
9 12

Total 25 35

9 12

Total 25 35

9 12

Application Error Apex Data 0 5
Loader 0 2

Childrens 1 1

Health 1 1

Citrix ICA 7 7

Client 3 3

Citrix 3 3

MetaFrame 3 3

Dentrix 1 1

0 0

Internet 0 1

Explorer 0 1




Application

Critical High Low Medium Total
Error Laboratory 6 3 9
Information 3 0 3
Newborn 6 0 6
Screening - 4 0 4
None 23 4 27
12 0 12
Novell Client 1 0 1
for 32-bit 1 0 1
Novell 1 0 1
GroupWise 1 0 1
Reflection for 1 0 1
UNIX and 0 0 0
SAS 0 1 1
0 1 1
WebTrends 1 0 1
0 0 0
Total 51 14 65
28 4 32
None Content 2 0 2
Manager 0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 3 0 3
1 0 1
Password Citrix ICA 1 0 1
Client 1 0 1
Citrix 4 0 4
MetaFrame 2 0 2
None 3 0 3
2 0 2
Utah Master 4 0 4
Directory 3 0 3




Critical High Low Medium Total
Application Password Total 0 12 0 12
0 8 0 8
Reporting Citrix ICA 0 1 0 1
Client 0 1 0 1
Microsoft 0 0 1 1
Access 2003 0 0 1 1
None 0 4 1 5
0 3 0 3
Total 0 5 2 7
0 4 1 5
Total 0 71 16 87
0 41 5 46
Network Error Laboratory 2 0 0 2
Information 0 0 0 0
None 0 9 2 11
0 7 1 8
Novell Client 0 4 2 6
for 32-bit 0 1 1 2
Total 2 13 4 19
0 8 2 10
Incident None 0 3 0 3
0 3 0 3
Novell Client 0 1 0 1
for 32-bit 0 0 0 0
Total 0 4 0 4
0 3 0 3
None None 0 2 0 2
0 1 0 1
Novell Client 0 1 0 1
for 32-bit 0 1 0 1
Total 0 3 0 3
0 2 0 2




Critical

High

Low

Medium

Total

Network

Performance

None

Total

Total

21
13

27
15

PC/Laptop

Error

None

[N

N

Total

[N

N

Total

Print/Copy/Sca
n/Fax

Error Code

None

Total

Incident

None

Novell iPrint

Total

None

None

Total

Queue

None

Total

Total




Critical

High

Low

Medium

Total

Server Error None 3 0 5
1 0 1

Total 3 0 5

1 0 1

None None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Performance None 2 0 2

0 0 0

Total 2 0 2

0 0 0

Total 6 0 8

2 0 2

131 28 167

68 10 78

_No Tier 2 None None 2 0 2
1 0 1

Total 2 0 2

1 0 1

Total 2 0 2

1 0 1

Application Error Citrix ICA 1 0 1
Client 0 0 0

None 2 3 5

2 0 2

Total 3 3 6

2 0 2

Total 3 3 6

2 0 2

Network Error Internet 0 1 1
Explorer 0 0 0




Critical

High

Low

Medium

Total

Network

Error

None

Novell Client
for 32-bit

Total

Performance

None

Total

Total

PC/Laptop

Error

None

Total

Total

Server

_No Tier 2

Hardware

None

Total

Total

None

Internet
Explorer

None

Novell Netware
Connect




Critical

High

Low

Medium

Total

_No Tier 2

None

Total

Total

Application

Error

Novell
GroupWise

PGP

Windows
Media Player

Total

Total

Network

Error

None

Total

Incident

None

Total

Total

Print/Copy/Sca
n/Fax

Incident

None

Total

Total




Critical

High

Low

Medium

Total

Application None None 1 1
1 1

Total 1 1

1 1

Total 1 1

1 1

Network Error Novell Client 1 1
for 32-bit 0 0

Total 1 1

0 0

None None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

3 3

1 1

_No Tier 2 None None 20 20
1 1

Total 20 20

1 1

Total 20 20

1 1

Application Error BlueZone 1 1
1 1

Medicaid 3 4

Managed 0 0

None 1 1

0 0

Total 5 6




Critical

High

Low

Medium

Total

Application

Password

BlueZone

Medicaid
Managed

None

Total

Total

Mainframe

Error

BlueZone

None

Total

None

Medicaid
Managed

Total

Password

BlueZone

Medicaid
Managed

None

Total

Total




Critical

High

Low

Medium

Total

_No Tier 2

None

None

Total

Total

Application

Error

Citrix ICA
Client

PGP

Total

None

Microsoft
Windows XP

Total

Total

Wireless
Connectivity

Application

Error

BlackBerry

None

Total

Total

Error

CA SiteMinder

None




Critical

High

Low

Medium

Total

Application

Error

Total

N

Total

N

Network

Network

Error

None

Total

Total

Error

None

Total

Total

Telecom

Area Code

Telephone

Total

Call/Receive

None

Total

Dial Tone

None

Total

Feature

Telephone




Critical

High

Low

Medium

Total

Telecom

Telecom

Feature Total 1 1
0 0

Hardware None 1 1
0 0

Telephone 1 1

0 0

Total 2 2

0 0

None None 4 4
0 0

Total 4 4

0 0

Voice Mail None 5 5
0 0

Telephone 10 10

0 0

Total 15 15

0 0

Total 25 26
0 0

25 27

0 0

Call/Receive None 2 2
1 1

Telephone 1 1

0 0

Total 3 3

1 1

Dial Tone None 3 3
0 0

Telephone 1 1

0 0




Telecom

Application

Dial Tone

Feature

Hardware

None

Total

Error

Password

Total

Critical High Low Medium Total

Total 4 4
0 0

Telephone 2 2
0 0

Total 2 2
0 0

None 1 2
0 0

Telephone 2 2
0 0

Total 3 4
0 0

None 4 4
0 0

Telephone 1 1
0 0

Total 5 5
0 0

17 18

1 1

17 18

1 1

Women, Infant, 5 7
and Children 0 0
Total 5 7
0 0

Women, Infant, 1 1
and Children 0 0
Total 1 1
0 0

6 8

0 0




Critical High Low Medium Total

793
194




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Critical High Low Medium Total
_No Tier 2 None None 0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
Total 0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
Total 0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
Application Error Medicaid 0 0 4 0 4
Managed 0.00 0.00 319.46 0.00 319.46
MMIS Data 0 0 1 0 1
Warehouse 0.00 0.00 1037.12 0.00 1037.12
None 0 0 3 0 3
0.00 0.00 133.07 0.00 133.07
Total 0 0 8 0 8
0.00 0.00 339.27 0.00 339.27
Reporting Medicaid 0 0 1 0 1
Managed 0.00 0.00 370.97 0.00 370.97
Total 0 0 1 0 1
0.00 0.00 370.97 0.00 370.97
Total 0 0 9 0 9
0.00 0.00 342.79 0.00 342.79
Mainframe Error None 0 1 0 0 1
0.00 0.24 0.00 0.00 0.24




Mainframe

Application

Application

Critical High Low Medium Total
Error Total 0 1 0 0 1
0.00 0.24 0.00 0.00 0.24
Total 0 1 0 0 1
0.00 0.24 0.00 0.00 0.24
0 1 9 0 10
0.00 0.24 342.79 0.00 308.54
Error Medicaid 0 0 5 0 5
Managed Care 0.00 0.00 151.92 0.00 151.92
None 0 0 1 0 1
0.00 0.00 0.44 0.00 0.44
Oracle Client 0 0 1 0 1
Software 0.00 0.00 411.24 0.00 411.24
Total 0 0 7 0 7
0.00 0.00 167.32 0.00 167.32
Reporting Medicaid 0 0 1 0 1
Managed Care 0.00 0.00 0.38 0.00 0.38
Oracle 0 0 1 0 1
Database 10g 0.00 0.00 0.56 0.00 0.56
Total 0 0 2 0 2
0.00 0.00 0.47 0.00 0.47
Total 0 0 9 0 9
0.00 0.00 130.25 0.00 130.25
0 0 9 0 9
0.00 0.00 130.25 0.00 130.25
Error PGP 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02
Total 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02
Password Women, Infant, 0 0 1 0 1
and Children 0.00 0.00 0.02 0.00 0.02
Total 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02




Critical High Low Medium Total
Application Total 0 0 2 0 2
0.00 0.00 0.02 0.00 0.02
0 0 2 0 2
0.00 0.00 0.02 0.00 0.02
Billing None ARIES 0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
Total 0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
Total 0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
Application Error Novell 0 0 1 0 1
GroupWise 0.00 0.00 2.74 0.00 2.74
Total 0 0 1 0 1
0.00 0.00 2.74 0.00 2.74
Reporting BlackBerry 0 0 1 0 1
0.00 0.00 0.10 0.00 0.10
Total 0 0 1 0 1
0.00 0.00 0.10 0.00 0.10
Total 0 0 2 0 2
0.00 0.00 1.42 0.00 1.42
Mobile Devices None BlackBerry 0 0 1 0 1
0.00 0.00 0.72 0.00 0.72
Total 0 0 1 0 1
0.00 0.00 0.72 0.00 0.72
Total 0 0 1 0 1
0.00 0.00 0.72 0.00 0.72
Network None Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.05 0.00 1.05
Total 0 0 1 0 1
0.00 0.00 1.05 0.00 1.05




Critical High Low Medium Total
Network Total 0 0 1 0 1
0.00 0.00 1.05 0.00 1.05
0 0 4 0 4
0.00 0.00 1.15 0.00 1.15
_No Tier 2 None None 1 0 1 0 2
1.49 0.00 0.00 0.00 0.75
Total 1 0 1 0 2
1.49 0.00 0.00 0.00 0.75
Total 1 0 1 0 2
1.49 0.00 0.00 0.00 0.75
Application Error National 0 2 0 0 2
Electronic 0.00 0.18 0.00 0.00 0.18
None 0 5 0 0 5
0.00 0.57 0.00 0.00 0.57
Total 0 7 0 0 7
0.00 0.46 0.00 0.00 0.46
None None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.40 0.00 0.40
Total 0 0 2 0 2
0.00 0.00 0.20 0.00 0.20
Total 0 7 2 0 9
0.00 0.46 0.20 0.00 0.40
Server Error None 0 1 0 2 3
0.00 0.15 0.00 0.30 0.25
Total 0 1 0 2 3
0.00 0.15 0.00 0.30 0.25
Total 0 1 0 2 3
0.00 0.15 0.00 0.30 0.25
1 8 3 2 14
1.49 0.42 0.13 0.30 0.42




EIS Hardware

Application

Critical High Low Medium Total
None None 0 0 1 0 1
0.00 0.00 1.47 0.00 1.47
Total 0 0 1 0 1
0.00 0.00 1.47 0.00 1.47
Total 0 0 1 0 1
0.00 0.00 1.47 0.00 1.47
0 0 1 0 1
0.00 0.00 1.47 0.00 1.47
Error BlueZone 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Electronic 0 1 0 0 1
Death Entry 0.00 0.40 0.00 0.00 0.40
None 0 0 3 0 3
0.00 0.00 0.10 0.00 0.10
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.19 0.00 0.19
Novell 0 0 3 0 3
Messenger 0.00 0.00 0.08 0.00 0.08
State Payroll 0 0 1 0 1
Time Entry 0.00 0.00 0.00 0.00 0.00
Total 0 1 9 0 10
0.00 0.40 0.08 0.00 0.1
Password BlueZone 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.11 0.00 0.1
Utah Master 0 0 2 0 2
Directory 0.00 0.00 0.38 0.00 0.38
Total 0 0 4 0 4
0.00 0.00 0.22 0.00 0.22
Reporting Novell 0 0 2 0 2
GroupWise 0.00 0.00 0.20 0.00 0.20




Critical High Low Medium Total
Application Reporting Total 0 0 2 0 2
0.00 0.00 0.20 0.00 0.20
Total 0 1 15 0 16
0.00 0.40 0.13 0.00 0.15
Mainframe Error BlueZone 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Total 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Password BlueZone 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Total 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Total 0 0 4 0 4
0.00 0.00 0.00 0.00 0.00
Network Error None 0 0 4 0 4
0.00 0.00 0.15 0.00 0.15
Novell Client 0 1 8 0 9
for 32-bit 0.00 0.00 0.09 0.00 0.08
Total 0 1 12 0 13
0.00 0.00 0.1 0.00 0.10
Incident Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00 0.00
Total 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Password None 0 0 1 0 1
0.00 0.00 2.48 0.00 2.48
Novell Client 0 0 4 0 4
for 32-bit 0.00 0.00 0.02 0.00 0.02
Total 0 0 5 0 5
0.00 0.00 0.51 0.00 0.51




Critical

High

Low

Medium

Total

Network Total 0 1 18 0 19
0.00 0.00 0.21 0.00 0.20

PC/Laptop Error Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Hardware None 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Performance Microsoft 0 0 1 0 1

Windows XP 0.00 0.00 0.07 0.00 0.07

None 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 2 0 2

0.00 0.00 0.04 0.00 0.04

Total 0 0 4 0 4

0.00 0.00 0.02 0.00 0.02

Print/Copy/Sca Incident None 0 0 1 0 1
n/Fax 0.00 0.00 1.21 0.00 1.21
Novell Client 0 0 1 0 1

for 32-bit 0.00 0.00 0.39 0.00 0.39

Total 0 0 2 0 2

0.00 0.00 0.80 0.00 0.80

Total 0 0 2 0 2

0.00 0.00 0.80 0.00 0.80

Telecom Call/Receive None 0 0 2 0 2
0.00 0.00 0.35 0.00 0.35

Total 0 0 2 0 2

0.00 0.00 0.35 0.00 0.35

None None 0 0 2 0 2

0.00 0.00 0.03 0.00 0.03




Critical

High

Low

Medium

Total

Telecom None Total 0 0 2 0 2
0.00 0.00 0.03 0.00 0.03

Voice Mail None 0 0 2 0 2

0.00 0.00 0.80 0.00 0.80

Total 0 0 2 0 2

0.00 0.00 0.80 0.00 0.80

Total 0 0 6 0 6

0.00 0.00 0.39 0.00 0.39

0 2 49 0 51

0.00 0.20 0.20 0.00 0.20

_No Tier 2 None None 0 0 1 0 1
0.00 0.00 0.03 0.00 0.03

Total 0 0 1 0 1

0.00 0.00 0.03 0.00 0.03

Total 0 0 1 0 1

0.00 0.00 0.03 0.00 0.03

0 0 1 0 1

0.00 0.00 0.03 0.00 0.03

_No Tier 2 None None 0 0 1 0 1
0.00 0.00 1.32 0.00 1.32

Total 0 0 1 0 1

0.00 0.00 1.32 0.00 1.32

Total 0 0 1 0 1

0.00 0.00 1.32 0.00 1.32

Application Error SAFE 0 0 1 0 1
0.00 0.00 0.08 0.00 0.08

Total 0 0 1 0 1

0.00 0.00 0.08 0.00 0.08

Total 0 0 1 0 1

0.00 0.00 0.08 0.00 0.08

Network Error Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.31 0.00 0.31




Critical

High

Low

Medium

Total

Network Error Total 0 0 1 0 1
0.00 0.00 0.31 0.00 0.31

Total 0 0 1 0 1

0.00 0.00 0.31 0.00 0.31

0 0 3 0 3

0.00 0.00 0.57 0.00 0.57

_No Tier 2 None None 0 0 2 0 2
0.00 0.00 0.34 0.00 0.34

Total 0 0 2 0 2

0.00 0.00 0.34 0.00 0.34

Total 0 0 2 0 2

0.00 0.00 0.34 0.00 0.34

Application Error Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 3.17 0.00 3.17

None 0 0 1 0 1

0.00 0.00 15.30 0.00 15.30

Total 0 0 2 0 2

0.00 0.00 9.23 0.00 9.23

None None 0 0 1 0 1

0.00 0.00 4.74 0.00 4.74

Total 0 0 1 0 1

0.00 0.00 4.74 0.00 4.74

Total 0 0 3 0 3

0.00 0.00 7.74 0.00 7.74

Network None Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 28.64 0.00 28.64

Total 0 0 1 0 1

0.00 0.00 28.64 0.00 28.64

Total 0 0 1 0 1

0.00 0.00 28.64 0.00 28.64

PC/Laptop Performance None 0 0 1 0 1
0.00 0.00 5.39 0.00 5.39




Critical

High

Low

Medium

Total

PC/Laptop Performance Total 0 0 1 0 1
0.00 0.00 5.39 0.00 5.39

Total 0 0 1 0 1

0.00 0.00 5.39 0.00 5.39

0 0 7 0 7

0.00 0.00 8.27 0.00 8.27

Network Error None 0 0 1 0 1
0.00 0.00 0.36 0.00 0.36

Total 0 0 1 0 1

0.00 0.00 0.36 0.00 0.36

Total 0 0 1 0 1

0.00 0.00 0.36 0.00 0.36

0 0 1 0 1

0.00 0.00 0.36 0.00 0.36

_No Tier 2 None None 0 0 31 7 38
0.00 0.00 0.33 0.70 0.40

Total 0 0 31 7 38

0.00 0.00 0.33 0.70 0.40

Total 0 0 31 7 38

0.00 0.00 0.33 0.70 0.40

Application Error Adobe Acrobat 0 0 1 0 1
0.00 0.00 0.69 0.00 0.69

Adobe 0 0 1 0 1

InDesign 0.00 0.00 0.42 0.00 0.42

BMI 0 0 1 0 1

0.00 0.00 0.30 0.00 0.30

Corel 0 0 1 0 1

WordPerfect 0.00 0.00 0.71 0.00 0.71

FileMaker 0 0 2 0 2

0.00 0.00 0.18 0.00 0.18

Internet 0 0 2 1 3

Explorer 0.00 0.00 0.52 0.51 0.52




Application

Critical High Low Medium Total

Error Java Runtime 0 0 1 0 1
Environment 0.00 0.00 0.98 0.00 0.98
Microsoft Excel 0 0 1 0 1
0.00 0.00 0.30 0.00 0.30

Microsoft Office 0 0 1 0 1
0.00 0.00 0.77 0.00 0.77

Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 2.12 0.00 2.12
Microsoft Word 0 0 1 0 1
0.00 0.00 0.60 0.00 0.60

None 0 0 13 1 14
0.00 0.00 0.45 0.94 0.48

Novell Client 0 0 3 0 3
for 32-bit 0.00 0.00 1.82 0.00 1.82
Novell 0 0 23 0 23
GroupWise 0.00 0.00 0.85 0.00 0.85
Novell 0 0 2 0 2
GroupWise 0.00 0.00 0.17 0.00 0.17
Novell 0 0 2 0 2
Messenger 0.00 0.00 0.39 0.00 0.39
Total 0 0 56 2 58
0.00 0.00 0.72 0.72 0.72

None Acrobat Reader 0 0 1 0 1
0.00 0.00 0.33 0.00 0.33

Internet 0 0 1 0 1
Explorer 0.00 0.00 0.05 0.00 0.05
Microsoft Office 0 0 1 0 1
Enterprise 2007 0.00 0.00 0.00 0.00 0.00
None 0 0 3 0 3
0.00 0.00 0.08 0.00 0.08

Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.36 0.00 0.36




Application

Critical High Low Medium Total

None Novell 0 0 3 0 3
GroupWise 0.00 0.00 1.03 0.00 1.03
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.42 0.00 0.42
Total 0 0 11 0 11
0.00 0.00 0.41 0.00 0.41

Password Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.95 0.00 0.95
Utah Master 0 0 1 0 1
Directory 0.00 0.00 0.96 0.00 0.96
Total 0 0 2 0 2
0.00 0.00 0.95 0.00 0.95

Reporting Adobe Acrobat 0 0 1 0 1
0.00 0.00 0.35 0.00 0.35

BlueZone 0 0 1 0 1
0.00 0.00 0.29 0.00 0.29

Internet 0 0 1 0 1
Explorer 0.00 0.00 1.97 0.00 1.97
iPhone 0 0 1 0 1
0.00 0.00 2.57 0.00 2.57

Medicaid 0 0 1 0 1
Managed Care 0.00 0.00 0.57 0.00 0.57
Microsoft Excel 0 0 1 0 1
0.00 0.00 0.24 0.00 0.24

Microsoft Word 0 0 1 0 1
0.00 0.00 0.23 0.00 0.23

None 0 0 11 0 1
0.00 0.00 2.10 0.00 2.10

Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.68 0.00 0.68
Novell 0 0 1 0 1
Messenger 0.00 0.00 2.12 0.00 2.12




Critical High Low Medium Total
Application Reporting Total 0 0 20 0 20
0.00 0.00 1.61 0.00 1.61
Total 0 0 89 2 91
0.00 0.00 0.88 0.72 0.88
EIS Hardware Printer None 0 0 1 0 1
0.00 0.00 0.05 0.00 0.05
Total 0 0 1 0 1
0.00 0.00 0.05 0.00 0.05
Total 0 0 1 0 1
0.00 0.00 0.05 0.00 0.05
Mobile Devices Error PalmPilot 0 0 1 0 1
Desktop 0.00 0.00 0.76 0.00 0.76
Total 0 0 1 0 1
0.00 0.00 0.76 0.00 0.76
Total 0 0 1 0 1
0.00 0.00 0.76 0.00 0.76
Network Error None 0 0 9 0 9
0.00 0.00 1.19 0.00 1.19
Novell Client 0 0 13 1 14
for 32-bit 0.00 0.00 0.42 0.86 0.45
Total 0 0 22 1 23
0.00 0.00 0.74 0.86 0.74
Incident None 0 0 11 0 11
0.00 0.00 0.15 0.00 0.15
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.19 0.00 1.19
Total 0 0 12 0 12
0.00 0.00 0.23 0.00 0.23
None None 0 0 3 0 3
0.00 0.00 0.10 0.00 0.10
Novell Client 0 0 4 0 4
for 32-bit 0.00 0.00 0.91 0.00 0.91




Critical High Low Medium Total
Network None Total 0 0 7 0 7
0.00 0.00 0.56 0.00 0.56
Password None 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Novell Client 0 0 4 0 4
for 32-bit 0.00 0.00 1.45 0.00 1.45
Total 0 0 6 0 6
0.00 0.00 0.96 0.00 0.96
Performance None 0 0 8 0 8
0.00 0.00 0.81 0.00 0.81
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.30 0.00 0.30
Total 0 0 9 0 9
0.00 0.00 0.76 0.00 0.76
Virus Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.38 0.00 0.38
Total 0 0 1 0 1
0.00 0.00 0.38 0.00 0.38
Total 0 0 57 1 58
0.00 0.00 0.63 0.86 0.63
PC/Laptop Error Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 0.89 0.00 0.89
None 0 0 10 0 10
0.00 0.00 0.67 0.00 0.67
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 0.92 0.00 0.92
Total 0 0 13 0 13
0.00 0.00 0.73 0.00 0.73
Hardware None 0 0 29 0 29
0.00 0.00 0.38 0.00 0.38
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.48 0.00 0.48




Critical High Low Medium Total
PC/Laptop Hardware Total 0 0 30 0 30
0.00 0.00 0.39 0.00 0.39
None None 0 0 5 0 5
0.00 0.00 0.58 0.00 0.58
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 0.48 0.00 0.48
Total 0 0 7 0 7
0.00 0.00 0.55 0.00 0.55
Password None 0 0 1 0 1
0.00 0.00 493 0.00 493
Total 0 0 1 0 1
0.00 0.00 4.93 0.00 4.93
Performance Internet 0 0 1 0 1
Explorer 0.00 0.00 0.26 0.00 0.26
Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 2.1 0.00 2.11
None 0 0 3 0 3
0.00 0.00 0.39 0.00 0.39
Total 0 0 5 0 5
0.00 0.00 0.71 0.00 0.71
Total 0 0 56 0 56
0.00 0.00 0.60 0.00 0.60
Print/Copy/Sca Error Code Microsoft 0 0 1 0 1
n/Fax Windows XP 0.00 0.00 8.13 0.00 8.13
None 0 0 13 0 13
0.00 0.00 0.72 0.00 0.72
Total 0 0 14 0 14
0.00 0.00 1.25 0.00 1.25
Incident None 0 0 36 0 36
0.00 0.00 0.40 0.00 0.40
Total 0 0 36 0 36
0.00 0.00 0.40 0.00 0.40




Critical High Low Medium Total
Print/Copy/Sca None None 0 0 4 0 4
n/Fax 0.00 0.00 0.63 0.00 0.63
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 1.33 0.00 1.33
Novell iPrint 0 0 1 0 1
0.00 0.00 1.63 0.00 1.63
Total 0 0 7 0 7
0.00 0.00 0.97 0.00 0.97
Total 0 0 57 0 57
0.00 0.00 0.68 0.00 0.68
0 0 292 10 302
0.00 0.00 0.68 0.72 0.68
_No Tier 2 None None 0 0 5 0 5
0.00 0.00 0.81 0.00 0.81
Total 0 0 5 0 5
0.00 0.00 0.81 0.00 0.81
Total 0 0 5 0 5
0.00 0.00 0.81 0.00 0.81
Application Error Citrix ICA 0 0 1 0 1
Client 0.00 0.00 0.04 0.00 0.04
Novell 0 0 2 0 2
GroupWise 0.00 0.00 0.07 0.00 0.07
Novell 0 0 4 0 4
Messenger 0.00 0.00 0.52 0.00 0.52
Remedy 0 0 1 0 1
Incident 0.00 0.00 0.00 0.00 0.00
Utah Master 0 0 1 0 1
Directory 0.00 0.00 0.08 0.00 0.08
Total 0 0 9 0 9
0.00 0.00 0.26 0.00 0.26
None Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.02 0.00 1.02




Critical High Low Medium Total
Application None Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.03 0.00 0.03
Total 0 0 2 0 2
0.00 0.00 0.53 0.00 0.53
Password Medicaid 0 0 1 0 1
Managed 0.00 0.00 0.42 0.00 0.42
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 1.58 0.00 1.58
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.30 0.00 0.30
Novell 0 0 2 0 2
Messenger 0.00 0.00 1.15 0.00 1.15
Remedy 0 0 1 0 1
Incident 0.00 0.00 1.26 0.00 1.26
Total 0 0 7 0 7
0.00 0.00 1.06 0.00 1.06
Total 0 0 18 0 18
0.00 0.00 0.60 0.00 0.60
Mobile Devices Error BlackBerry 0 0 2 0 2
0.00 0.00 2.32 0.00 2.32
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.20 0.00 0.20
Total 0 0 3 0 3
0.00 0.00 1.61 0.00 1.61
Total 0 0 3 0 3
0.00 0.00 1.61 0.00 1.61
Network Error None 0 0 5 1 6
0.00 0.00 1.17 0.00 0.97
Novell Client 0 0 8 0 8
for 32-bit 0.00 0.00 1.15 0.00 1.15
Total 0 0 13 1 14
0.00 0.00 1.16 0.00 1.07




Critical High Low Medium Total
Network Incident None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Total 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
None Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 0.43 0.00 0.43
Total 0 0 2 0 2
0.00 0.00 0.43 0.00 0.43
Password Novell Client 0 0 15 0 15
for 32-bit 0.00 0.00 0.72 0.00 0.72
Total 0 0 15 0 15
0.00 0.00 0.72 0.00 0.72
Performance None 0 0 2 0 2
0.00 0.00 0.08 0.00 0.08
Total 0 0 2 0 2
0.00 0.00 0.08 0.00 0.08
Total 0 0 33 1 34
0.00 0.00 0.81 0.00 0.79
PC/Laptop Hardware None 0 0 2 0 2
0.00 0.00 0.01 0.00 0.01
Total 0 0 2 0 2
0.00 0.00 0.01 0.00 0.01
None None 0 0 1 0 1
0.00 0.00 0.04 0.00 0.04
Total 0 0 1 0 1
0.00 0.00 0.04 0.00 0.04
Performance None 0 0 1 0 1
0.00 0.00 0.20 0.00 0.20
Total 0 0 1 0 1
0.00 0.00 0.20 0.00 0.20
Total 0 0 4 0 4
0.00 0.00 0.07 0.00 0.07




Critical High Low Medium Total
Print/Copy/Sca Error Code None 0 0 1 0 1
n/Fax 0.00 0.00 0.02 0.00 0.02
Total 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02
Incident None 0 0 2 0 2
0.00 0.00 0.30 0.00 0.30
Novell iPrint 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Total 0 0 4 0 4
0.00 0.00 0.15 0.00 0.15
Total 0 0 5 0 5
0.00 0.00 0.12 0.00 0.12
0 0 68 1 69
0.00 0.00 0.70 0.00 0.69
_No Tier 2 None None 1 3 25 6 35
0.09 0.19 0.96 1.12 0.90
Total 1 3 25 6 35
0.09 0.19 0.96 1.12 0.90
Total 1 3 25 6 35
0.09 0.19 0.96 1.12 0.90
Application Error Apex Data 0 0 0 5 5
Loader 0.00 0.00 0.00 2.31 2.31
Childrens 0 0 1 0 1
Health 0.00 0.00 5.58 0.00 5.58
Citrix ICA 0 0 7 0 7
Client 0.00 0.00 1.68 0.00 1.68
Citrix 0 0 3 0 3
MetaFrame 0.00 0.00 1.66 0.00 1.66
Dentrix 0 0 1 0 1
0.00 0.00 0.54 0.00 0.54
Internet 0 0 0 1 1
Explorer 0.00 0.00 0.00 1.88 1.88




Application

Critical High Low Medium Total

Error Laboratory 0 0 6 3 9
Information 0.00 0.00 2.19 0.55 1.64
Newborn 0 0 6 0 6
Screening - 0.00 0.00 2.26 0.00 2.26
None 0 0 23 4 27
0.00 0.00 2.04 0.15 1.76

Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 8.80 0.00 8.80
Novell 0 0 1 0 1
GroupWise 0.00 0.00 2.79 0.00 2.79
Reflection for 0 0 1 0 1
UNIX and 0.00 0.00 0.97 0.00 0.97
SAS 0 0 0 1 1
0.00 0.00 0.00 5.46 5.46

WebTrends 0 0 1 0 1
0.00 0.00 0.48 0.00 0.48

Total 0 0 51 14 65
0.00 0.00 2.15 1.51 2.01

None Content 0 0 2 0 2
Manager 0.00 0.00 0.64 0.00 0.64
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.42 0.00 1.42
Total 0 0 3 0 3
0.00 0.00 0.90 0.00 0.90

Password Citrix ICA 0 0 1 0 1
Client 0.00 0.00 1.15 0.00 1.15
Citrix 0 0 4 0 4
MetaFrame 0.00 0.00 1.55 0.00 1.55
None 0 0 3 0 3
0.00 0.00 1.42 0.00 1.42

Utah Master 0 0 4 0 4
Directory 0.00 0.00 1.50 0.00 1.50




Critical High Low Medium Total
Application Password Total 0 0 12 0 12
0.00 0.00 1.47 0.00 1.47
Reporting Citrix ICA 0 0 1 0 1
Client 0.00 0.00 1.45 0.00 1.45
Microsoft 0 0 0 1 1
Access 2003 0.00 0.00 0.00 1.24 1.24
None 0 0 4 1 5
0.00 0.00 379.86 0.16 303.92
Total 0 0 5 2 7
0.00 0.00 304.18 0.70 217.47
Total 0 0 71 16 87
0.00 0.00 23.25 1.41 19.23
Network Error Laboratory 0 2 0 0 2
Information 0.00 0.38 0.00 0.00 0.38
None 0 0 9 2 11
0.00 0.00 3.85 0.82 3.30
Novell Client 0 0 4 2 6
for 32-bit 0.00 0.00 0.91 1.83 1.21
Total 0 2 13 4 19
0.00 0.38 2.94 1.32 2.33
Incident None 0 0 3 0 3
0.00 0.00 2.48 0.00 2.48
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.82 0.00 0.82
Total 0 0 4 0 4
0.00 0.00 2.06 0.00 2.06
None None 0 0 2 0 2
0.00 0.00 3.78 0.00 3.78
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.73 0.00 1.73
Total 0 0 3 0 3
0.00 0.00 3.10 0.00 3.10




Critical High Low Medium Total
Network Performance None 0 0 1 0 1
0.00 0.00 0.70 0.00 0.70
Total 0 0 1 0 1
0.00 0.00 0.70 0.00 0.70
Total 0 2 21 4 27
0.00 0.38 2.69 1.32 2.32
PC/Laptop Error None 0 0 1 0 1
0.00 0.00 0.18 0.00 0.18
Total 0 0 1 0 1
0.00 0.00 0.18 0.00 0.18
Total 0 0 1 0 1
0.00 0.00 0.18 0.00 0.18
Print/Copy/Sca Error Code None 0 0 3 1 4
n/Fax 0.00 0.00 2.33 0.17 1.79
Total 0 0 3 1 4
0.00 0.00 2.33 0.17 1.79
Incident None 0 0 2 0 2
0.00 0.00 1.19 0.00 1.19
Novell iPrint 0 0 0 1 1
0.00 0.00 0.00 0.39 0.39
Total 0 0 2 1 3
0.00 0.00 1.19 0.39 0.92
None None 0 0 1 0 1
0.00 0.00 0.38 0.00 0.38
Total 0 0 1 0 1
0.00 0.00 0.38 0.00 0.38
Queue None 0 0 1 0 1
0.00 0.00 0.73 0.00 0.73
Total 0 0 1 0 1
0.00 0.00 0.73 0.00 0.73
Total 0 0 7 2 9
0.00 0.00 1.50 0.28 1.23




Critical

High

Low

Medium

Total

Server Error None 0 2 3 0 5
0.00 0.08 1.80 0.00 1.11

Total 0 2 3 0 5

0.00 0.08 1.80 0.00 1.11

None None 0 0 1 0 1

0.00 0.00 5.39 0.00 5.39

Total 0 0 1 0 1

0.00 0.00 5.39 0.00 5.39

Performance None 0 0 2 0 2

0.00 0.00 0.13 0.00 0.13

Total 0 0 2 0 2

0.00 0.00 0.13 0.00 0.13

Total 0 2 6 0 8

0.00 0.08 1.84 0.00 1.40

1 7 131 28 167

0.09 0.22 13.38 1.25 10.72

_No Tier 2 None None 0 0 2 0 2
0.00 0.00 10.43 0.00 10.43

Total 0 0 2 0 2

0.00 0.00 10.43 0.00 10.43

Total 0 0 2 0 2

0.00 0.00 10.43 0.00 10.43

Application Error Citrix ICA 0 0 1 0 1
Client 0.00 0.00 0.96 0.00 0.96

None 0 0 2 3 5

0.00 0.00 7.1 0.34 3.05

Total 0 0 3 3 6

0.00 0.00 5.06 0.34 2.70

Total 0 0 3 3 6

0.00 0.00 5.06 0.34 2.70

Network Error Internet 0 0 0 1 1
Explorer 0.00 0.00 0.00 0.16 0.16




Critical

High

Low

Medium

Total

Network Error None 0 0 4 0 4
0.00 0.00 0.67 0.00 0.67

Novell Client 0 0 1 0 1

for 32-bit 0.00 0.00 0.60 0.00 0.60

Total 0 0 5 1 6

0.00 0.00 0.66 0.16 0.57

Performance None 0 0 1 0 1

0.00 0.00 4.31 0.00 4.31

Total 0 0 1 0 1

0.00 0.00 4.31 0.00 4.31

Total 0 0 6 1 7

0.00 0.00 1.26 0.16 1.1

PC/Laptop Error None 0 0 1 0 1
0.00 0.00 0.56 0.00 0.56

Total 0 0 1 0 1

0.00 0.00 0.56 0.00 0.56

Total 0 0 1 0 1

0.00 0.00 0.56 0.00 0.56

Server Hardware None 0 0 0 1 1
0.00 0.00 0.00 0.64 0.64

Total 0 0 0 1 1

0.00 0.00 0.00 0.64 0.64

Total 0 0 0 1 1

0.00 0.00 0.00 0.64 0.64

0 0 12 5 17

0.00 0.00 3.68 0.37 2.71

_No Tier 2 None Internet 0 0 1 0 1
Explorer 0.00 0.00 0.03 0.00 0.03

None 0 0 5 0 5

0.00 0.00 0.01 0.00 0.01

Novell Netware 0 0 5 0 5

Connect 0.00 0.00 0.01 0.00 0.01




Critical

High

Low

Medium

Total

_No Tier 2 None Total 0 0 11 0 11
0.00 0.00 0.01 0.00 0.01

Total 0 0 11 0 11

0.00 0.00 0.01 0.00 0.01

Application Error Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.05 0.00 0.05

PGP 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Windows 0 0 1 0 1

Media Player 0.00 0.00 0.00 0.00 0.00

Total 0 0 3 0 3

0.00 0.00 0.02 0.00 0.02

Total 0 0 3 0 3

0.00 0.00 0.02 0.00 0.02

Network Error None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Incident None 0 0 1 0 1

0.00 0.00 0.08 0.00 0.08

Total 0 0 1 0 1

0.00 0.00 0.08 0.00 0.08

Total 0 0 2 0 2

0.00 0.00 0.04 0.00 0.04

Print/Copy/Sca Incident None 0 0 1 0 1
n/Fax 0.00 0.00 0.04 0.00 0.04
Total 0 0 1 0 1

0.00 0.00 0.04 0.00 0.04

Total 0 0 1 0 1

0.00 0.00 0.04 0.00 0.04

0 0 17 0 17

0.00 0.00 0.02 0.00 0.02




Critical High Low Medium Total
Application None None 0 0 1 0 1
0.00 0.00 2.40 0.00 2.40
Total 0 0 1 0 1
0.00 0.00 2.40 0.00 2.40
Total 0 0 1 0 1
0.00 0.00 2.40 0.00 2.40
Network Error Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.21 0.00 0.21
Total 0 0 1 0 1
0.00 0.00 0.21 0.00 0.21
None None 0 0 1 0 1
0.00 0.00 0.71 0.00 0.71
Total 0 0 1 0 1
0.00 0.00 0.71 0.00 0.71
Total 0 0 2 0 2
0.00 0.00 0.46 0.00 0.46
0 0 3 0 3
0.00 0.00 1.11 0.00 1.1
_No Tier 2 None None 0 0 20 0 20
0.00 0.00 0.08 0.00 0.08
Total 0 0 20 0 20
0.00 0.00 0.08 0.00 0.08
Total 0 0 20 0 20
0.00 0.00 0.08 0.00 0.08
Application Error BlueZone 0 0 1 0 1
0.00 0.00 115.90 0.00 115.90
Medicaid 0 0 3 1 4
Managed 0.00 0.00 0.69 0.58 0.66
None 0 0 1 0 1
0.00 0.00 0.18 0.00 0.18
Total 0 0 5 1 6
0.00 0.00 23.63 0.58 19.79




Critical

High

Low

Medium

Total

Application Password BlueZone 0 0 1 0 1
0.00 0.00 0.80 0.00 0.80

Medicaid 0 0 5 0 5

Managed 0.00 0.00 0.45 0.00 0.45

None 0 0 2 0 2

0.00 0.00 0.23 0.00 0.23

Total 0 0 8 0 8

0.00 0.00 0.44 0.00 0.44

Total 0 0 13 1 14
0.00 0.00 9.36 0.58 8.73

Mainframe Error BlueZone 0 0 1 0 1
0.00 0.00 0.35 0.00 0.35

None 0 0 1 0 1

0.00 0.00 0.27 0.00 0.27

Total 0 0 2 0 2

0.00 0.00 0.31 0.00 0.31

None Medicaid 0 0 1 0 1
Managed 0.00 0.00 0.35 0.00 0.35

Total 0 0 1 0 1

0.00 0.00 0.35 0.00 0.35

Password BlueZone 0 0 6 0 6
0.00 0.00 1.13 0.00 1.13

Medicaid 0 0 4 0 4

Managed 0.00 0.00 0.23 0.00 0.23

None 0 0 3 0 3

0.00 0.00 1.29 0.00 1.29

Total 0 0 13 0 13

0.00 0.00 0.89 0.00 0.89

Total 0 0 16 0 16
0.00 0.00 0.78 0.00 0.78

0 0 49 1 50

0.00 0.00 2.77 0.58 2.73




Critical

High

Low

Medium

Total

_No Tier 2 None None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Application Error Citrix ICA 0 0 1 0 1
Client 0.00 0.00 1.09 0.00 1.09

PGP 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 2 0 2

0.00 0.00 0.55 0.00 0.55

None Microsoft 0 0 1 0 1

Windows XP 0.00 0.00 0.01 0.00 0.01

Total 0 0 1 0 1

0.00 0.00 0.01 0.00 0.01

Total 0 0 3 0 3

0.00 0.00 0.37 0.00 0.37

Wireless Error BlackBerry 0 0 1 0 1
Connectivity 0.00 0.00 0.04 0.00 0.04
None 0 0 2 0 2

0.00 0.00 0.08 0.00 0.08

Total 0 0 3 0 3

0.00 0.00 0.07 0.00 0.07

Total 0 0 3 0 3

0.00 0.00 0.07 0.00 0.07

0 0 7 0 7

0.00 0.00 0.19 0.00 0.19

Application Error CA SiteMinder 0 0 1 0 1
0.00 0.00 5.91 0.00 5.91

None 0 0 1 0 1

0.00 0.00 3.71 0.00 3.71




Critical High Low Medium Total
Application Error Total 0 0 2 0 2
0.00 0.00 4.81 0.00 4.81
Total 0 0 2 0 2
0.00 0.00 4.81 0.00 4.81
Network Error None 0 0 1 0 1
0.00 0.00 7.05 0.00 7.05
Total 0 0 1 0 1
0.00 0.00 7.05 0.00 7.05
Total 0 0 1 0 1
0.00 0.00 7.05 0.00 7.05
0 0 3 0 3
0.00 0.00 5.55 0.00 5.55
Network Error None 0 0 0 1 1
0.00 0.00 0.00 0.12 0.12
Total 0 0 0 1 1
0.00 0.00 0.00 0.12 0.12
Total 0 0 0 1 1
0.00 0.00 0.00 0.12 0.12
Telecom Area Code Telephone 0 0 1 0 1
0.00 0.00 0.14 0.00 0.14
Total 0 0 1 0 1
0.00 0.00 0.14 0.00 0.14
Call/Receive None 0 0 2 0 2
0.00 0.00 0.26 0.00 0.26
Total 0 0 2 0 2
0.00 0.00 0.26 0.00 0.26
Dial Tone None 0 1 0 0 1
0.00 0.09 0.00 0.00 0.09
Total 0 1 0 0 1
0.00 0.09 0.00 0.00 0.09
Feature Telephone 0 0 1 0 1
0.00 0.00 0.11 0.00 0.11




Telecom

Telecom

Critical High Low Medium Total
Feature Total 0 0 1 0 1
0.00 0.00 0.1 0.00 0.1
Hardware None 0 0 1 0 1
0.00 0.00 0.10 0.00 0.10
Telephone 0 0 1 0 1
0.00 0.00 0.05 0.00 0.05
Total 0 0 2 0 2
0.00 0.00 0.08 0.00 0.08
None None 0 0 4 0 4
0.00 0.00 0.17 0.00 0.17
Total 0 0 4 0 4
0.00 0.00 0.17 0.00 0.17
Voice Mail None 0 0 5 0 5
0.00 0.00 0.15 0.00 0.15
Telephone 0 0 10 0 10
0.00 0.00 0.29 0.00 0.29
Total 0 0 15 0 15
0.00 0.00 0.24 0.00 0.24
Total 0 1 25 0 26
0.00 0.09 0.21 0.00 0.20
0 1 25 1 27
0.00 0.09 0.21 0.12 0.20
Call/Receive None 0 0 2 0 2
0.00 0.00 0.84 0.00 0.84
Telephone 0 0 1 0 1
0.00 0.00 0.11 0.00 0.1
Total 0 0 3 0 3
0.00 0.00 0.59 0.00 0.59
Dial Tone None 0 0 3 0 3
0.00 0.00 0.09 0.00 0.09
Telephone 0 0 1 0 1
0.00 0.00 0.07 0.00 0.07




Telecom

Application

Critical High Low Medium Total
Dial Tone Total 0 0 4 0 4
0.00 0.00 0.09 0.00 0.09
Feature Telephone 0 0 2 0 2
0.00 0.00 0.35 0.00 0.35
Total 0 0 2 0 2
0.00 0.00 0.35 0.00 0.35
Hardware None 0 0 1 1 2
0.00 0.00 0.27 0.17 0.22
Telephone 0 0 2 0 2
0.00 0.00 0.19 0.00 0.19
Total 0 0 3 1 4
0.00 0.00 0.22 0.17 0.21
None None 0 0 4 0 4
0.00 0.00 0.17 0.00 0.17
Telephone 0 0 1 0 1
0.00 0.00 0.28 0.00 0.28
Total 0 0 5 0 5
0.00 0.00 0.19 0.00 0.19
Total 0 0 17 1 18
0.00 0.00 0.26 0.17 0.26
0 0 17 1 18
0.00 0.00 0.26 0.17 0.26
Error Women, Infant, 0 1 5 1 7
and Children 0.00 0.00 0.03 0.06 0.03
Total 0 1 5 1 7
0.00 0.00 0.03 0.06 0.03
Password Women, Infant, 0 0 1 0 1
and Children 0.00 0.00 0.00 0.00 0.00
Total 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Total 0 1 6 1 8
0.00 0.00 0.03 0.06 0.03




Critical High Low Medium Total

0.03

793
8.34




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Critical High Low Medium Total
_No Tier 2 None None 0 0 1 1
0 0 0 0
Total 0 0 1 1
0 0 0 0
Total 0 0 1 1
0 0 0 0
0 0 1 1
0 0 0 0
Application Error Medicaid 0 0 4 4
Managed 0 0 3 3
MMIS Data 0 0 1 1
Warehouse 0 0 1 1
None 0 0 3 3
0 0 2 2
Total 0 0 8 8
0 0 6 6
Reporting Medicaid 0 0 1 1
Managed 0 0 1 1
Total 0 0 1 1
0 0 1 1
Total 0 0 9 9
0 0 7 7
Mainframe Error None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1




Mainframe

Application

Application

Critical High Low Medium Total

Total 1 0 1
1 0 1

1 0 10

1 0 8

Error Medicaid 0 0 5
Managed Care 0 0 2

None 0 0 1

0 0 0

Oracle Client 0 0 1

Software 0 0 1

Total 0 0 7

0 0 3

Reporting Medicaid 0 0 1
Managed Care 0 0 1

Oracle 0 0 1

Database 10g 0 0 0

Total 0 0 2

Total 0 0 9
0 0 4

0 0 9

0 0 4

Error PGP 0 0 1
0 0 0

Total 0 0 1

0 0 0

Password Women, Infant, 0 0 1
and Children 0 0 0

Total 0 0 1

0 0 0

Total 0 0 2
0 0 0




Critical High Low Medium Total
0 0 2 0
0 0 0 0
Billing None ARIES 0 0 1 0
0 0 1 0
Total 0 0 1 0
0 0 1 0
Total 0 0 1 0
0 0 1 0
0 0 1 0
0 0 1 0
Application Error Novell 0 0 1 0
GroupWise 0 0 0 0
Total 0 0 1 0
0 0 0 0
Reporting BlackBerry 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0
Total 0 0 2 0
0 0 0 0
Mobile Devices None BlackBerry 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0
Network None Novell Client 0 0 1 0
for 32-bit 0 0 0 0
Total 0 0 1 0
0 0 0 0
Total 0 0 1 0
0 0 0 0




Critical

High

Low

Medium

Total

0 0 4 4

0 0 0 0

_No Tier 2 None None 1 0 1 2
0 0 0 0

Total 1 0 1 2

0 0 0 0

Total 1 0 1 2

0 0 0 0

Application Error National 0 2 0 2
Electronic 0 0 0 0

None 0 5 0 5

0 0 0 0

Total 0 7 0 7

0 0 0 0

None None 0 0 1 1

0 0 0 0

Novell 0 0 1 1

GroupWise 0 0 0 0

Total 0 0 2 2

0 0 0 0

Total 0 7 2 9

0 0 0 0

Server Error None 0 1 0 3
0 0 0 0

Total 0 1 0 3

0 0 0 0

Total 0 1 0 3

0 0 0 0

1 8 3 14

0 0 0 0

EIS Hardware None None 0 0 1 1
0 0 0 0




EIS Hardware

Application

Critical High Low Medium Total

None Total 0 0 1
0 0 0

Total 0 0 1
0 0 0

0 0 1

0 0 0

Error BlueZone 0 0 1
0 0 0

Electronic 1 0 1

Death Entry 0 0 0

None 0 0 3

0 0 0

Novell 0 0 1

GroupWise 0 0 0

Novell 0 0 3

Messenger 0 0 0

State Payroll 0 0 1

Time Entry 0 0 0

Total 1 0 10

0 0 0

Password BlueZone 0 0 1
0 0 0

Novell 0 0 1

GroupWise 0 0 0

Utah Master 0 0 2

Directory 0 0 0

Total 0 0 4

0 0 0

Reporting Novell 0 0 2
GroupWise 0 0 0

Total 0 0 2

0 0 0




Critical High Low Medium Total
Application Total 15 16
0 0
Mainframe Error BlueZone 2 2
0 0
Total 2 2
0 0
Password BlueZone 1 1
0 0
None 1 1
0 0
Total 2 2
0 0
Total 4 4
0 0
Network Error None 4 4
0 0
Novell Client 8 9
for 32-bit 0 0
Total 12 13
0 0
Incident Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Password None 1 1
0 0
Novell Client 4 4
for 32-bit 0 0
Total 5 5
0 0
Total 18 19
0 0




Critical

High

Low

Medium

Total

PC/Laptop

Error

Microsoft
Windows XP

Total

Hardware

None

Total

Performance

Microsoft
Windows XP

None

Total

Total

Print/Copy/Sca
n/Fax

Incident

None

Novell Client
for 32-bit

Total

Total

Telecom

Call/Receive

None

Total

None

None

Total




Telecom

_No Tier 2

_No Tier 2

Voice Mail

Total

None

Total

None

Total

Application

Error

Total

Network

Error

Critical High Low Medium Total

None 2 2
0 0

Total 2 2
0 0

6 6

0 0

49 51

1 1

None 1 1
0 0

Total 1 1
0 0

1 1

0 0

1 1

0 0

None 1 1
1 1

Total 1 1
1 1

1 1

1 1

SAFE 1 1
0 0

Total 1 1
0 0

1 1

0 0

Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0




Critical

High

Low

Medium

Total

Network

_No Tier 2

Total

None

None

Total

Total

Application

Error

Microsoft
Windows XP

None

Total

None

None

Total

Total

Network

None

Novell Client
for 32-bit

Total

Total

PC/Laptop

Performance

None

Total




Critical

High

Low

Medium

Total

PC/Laptop Total 0 1 0 1
0 0 0 0

0 7 0 7

0 2 0 2

Network Error None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

_No Tier 2 None None 0 31 7 38
0 6 1 7

Total 0 31 7 38

0 6 1 7

Total 0 31 7 38

0 6 1 7

Application Error Adobe Acrobat 0 1 0 1
0 0 0 0

Adobe 0 1 0 1

InDesign 0 0 0 0

BMI 0 1 0 1

0 0 0 0

Corel 0 1 0 1

WordPerfect 0 0 0 0

FileMaker 0 2 0 2

0 0 0 0

Internet 0 2 1 3

Explorer 0 1 0 1

Java Runtime 0 1 0 1

Environment 0 0 0 0




Critical

High

Low

Medium

Total

Application

Error

Microsoft Excel

None

0 0
Microsoft Office 1 1

0 0
Microsoft 1 1
Windows XP 0 0
Microsoft Word 1 1

0 0
None 13 14

1 1
Novell Client 3 3
for 32-bit 0 0
Novell 23 23
GroupWise 2 2
Novell 2 2
GroupWise 1 1
Novell 2 2
Messenger 0 0
Total 56 58

5 5
Acrobat Reader 1 1

0 0
Internet 1 1
Explorer 0 0
Microsoft Office 1 1
Enterprise 2007 1 1
None 3 3

1 1
Novell Client 1 1
for 32-bit 0 0
Novell 3 3

GroupWise




Critical

High

Low

Medium

Total

Application

None Novell 1 1
GroupWise 0 0
Total 11 11

3

Password Novell 1 1
GroupWise 0 0
Utah Master 1 1
Directory 0 0
Total 2 2

0 0

Reporting Adobe Acrobat 1 1

0 0
BlueZone 1 1
0 0
Internet 1 1
Explorer 0 0
iPhone 1 1
1 1
Medicaid 1 1
Managed Care 0 0
Microsoft Excel 1 1
0 0
Microsoft Word 1 1
0 0
None 11 1
1 1
Novell 1 1
GroupWise 0 0
Novell 1 1
Messenger 1 1
Total 20 20
3 3




Critical

High

Low

Medium

Total

Application Total 0 89 2 91
0 11 0 11

EIS Hardware Printer None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Mobile Devices Error PalmPilot 0 1 0 1
Desktop 0 1 0 1

Total 0 1 0 1

0 1 0 1

Total 0 1 0 1

0 1 0 1

Network Error None 0 9 0 9
Novell Client 0 13 1 14

for 32-bit 0 4 0 4

Total 0 22 1 23

0 5 0 5

Incident None 0 11 0 11

0 0 0

Novell Client 0 1 0 1

for 32-bit 0 0 0 0

Total 0 12 0 12

0 0 0 0

None None 0 3 0 3

0 0 0 0

Novell Client 0 4 0 4

for 32-bit 0 2 0 2

Total 0 7 0 7

0 2 0 2




Network

PC/Laptop

Critical High Low Medium Total

Password None 2 2
0 0

Novell Client 4 4

for 32-bit 0 0

Total 6 6

0 0

Performance None 8 8
1 1

Novell Client 1 1

for 32-bit 0 0

Total 9 9

1 1

Virus Novell Client 1 1
for 32-bit 1 1

Total 1 1

1 1

Total 57 58
9 9

Error Microsoft 1 1
Windows XP 0 0

None 10 10

2 2

Novell Client 2 2

for 32-bit 1 1

Total 13 13

3 3

Hardware None 29 29
6 6

Novell Client 1 1

for 32-bit 0 0

Total 30 30

6 6




Critical

High

Low

Medium

Total

PC/Laptop

None

None

Novell Client
for 32-bit

Total

Password

None

Total

Performance

Internet
Explorer

Microsoft
Windows XP

None

Total

Total

Print/Copy/Sca
n/Fax

Error Code

Microsoft
Windows XP

None

Total

Incident

None

Total

None

None




Critical High Low Medium Total
Print/Copy/Sca None Novell Client 2 0 2
n/Fax for 32-bit 0 0 0
Novell iPrint 1 0 1
0 0 0
Total 7 0 7
3 0 3
Total 57 0 57
9 0 9
292 10 302
49 1 50
_No Tier 2 None None 5 0 5
0 0 0
Total 5 0 5
0 0 0
Total 5 0 5
0 0 0
Application Error Citrix ICA 1 0 1
Client 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Novell 4 0 4
Messenger 0 0 0
Remedy 1 0 1
Incident 0 0 0
Utah Master 1 0 1
Directory 0 0 0
Total 9 0 9
0 0 0
None Novell Client 1 0 1
for 32-bit 1 0 1
Novell 1 0 1
GroupWise 0 0 0




Critical High Low Medium Total
Application None Total 2 2
1 1
Password Medicaid 1 1
Managed 0 0
Novell Client 2 2
for 32-bit 0 0
Novell 1 1
GroupWise 0 0
Novell 2 2
Messenger 0 0
Remedy 1 1
Incident 0 0
Total 7 7
0 0
1 1
Mobile Devices Error BlackBerry 2 2
1 1
Novell Client 1 1
for 32-bit 0 0
Total 3 3
1 1
Total 3 3
1 1
Network Error None 5 6
0 0
Novell Client 8 8
for 32-bit 0 0
Total 13 14
0 0
Incident None 1 1
0 0




Critical

High

Low

Medium

Total

Network

Incident

None

Password

Performance

Total

PC/Laptop

Hardware

None

Performance

Total

Print/Copy/Sca
n/Fax

Error Code

Total 1 1
0 0

Novell Client 2 2
for 32-bit 2 2
Total 2 2
2 2

Novell Client 15 15
for 32-bit 0 0
Total 15 15
0 0

None 2 2
0 0

Total 2 2
0 0

33 34

2 2

None 2 2
0 0

Total 2 2
0 0

None 1 1
0 0

Total 1 1
0 0

None 1 1
0 0

Total 1 1
0 0

4 4

0 0

None 1 1
0 0




Critical

High

Low

Medium

Total

Print/Copy/Sca Error Code Total 1 1
n/Fax 0 0
Incident None 2 2

1 1

Novell iPrint 2 2

0 0

Total 4 4

1 1

Total 5 5

1 1

68 69

5 5

_No Tier 2 None None 25 35
10 16

Total 25 35

10 16

Total 25 35

10 16

Application Error Apex Data 0 5
Loader 0 1

Childrens 1 1

Health 0 0

Citrix ICA 7 7

Client 0 0

Citrix 3 3

MetaFrame 0 0

Dentrix 1 1

0 0

Internet 0 1

Explorer 0 0

Laboratory 6 9

Information




Application

Critical High Low Medium Total
Error Newborn 6 0 6
Screening - 1 0 1
None 23 4 27
7 2 9
Novell Client 1 0 1
for 32-bit 1 0 1
Novell 1 0 1
GroupWise 1 0 1
Reflection for 1 0 1
UNIX and 1 0 1
SAS 0 1 1
0 1 1
WebTrends 1 0 1
1 0 1
Total 51 14 65
13 4 17
None Content 2 0 2
Manager 0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Password Citrix ICA 1 0 1
Client 1 0 1
Citrix 4 0 4
MetaFrame 1 0 1
None 3 0 3
1 0 1
Utah Master 4 0 4
Directory 0 0 0
Total 12 0 12
3 0 3




Critical High Low Medium Total
Application Reporting Citrix ICA 1 0 1
Client 0 0 0
Microsoft 0 1 1
Access 2003 0 0 0
None 4 1 5
3 1 4
Total 5 2 7
3 1 4
Total 71 16 87
19 5 24
Network Error Laboratory 0 0 2
Information 0 0 0
None 9 2 1
3 0 3
Novell Client 4 2 6
for 32-bit 2 1 3
Total 13 4 19
5 1 6
Incident None 3 0 3
2 0 2
Novell Client 1 0 1
for 32-bit 0 0 0
Total 4 0 4
2 0 2
None None 2 0 2
1 0 1
Novell Client 1 0 1
for 32-bit 1 0 1
Total 3 0 3
2 0 2
Performance None 1 0 1
0 0 0




Critical

High

Low

Medium

Total

Network

Performance

Total

Total

27
10

PC/Laptop

Error

None

Total

Total

Print/Copy/Sca
n/Fax

Error Code

None

Total

Incident

None

Novell iPrint

Total

None

None

Total

Queue

None

Total

Total

Server

Error

None




Critical

High

Low

Medium

Total

Server Error Total 3 0 5
2 0 3

None None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Performance None 2 0 2

0 0 0

Total 2 0 2

0 0 0

Total 6 0 8

2 0 3

131 28 167

43 10 56

_No Tier 2 None None 2 0 2
1 0 1

Total 2 0 2

1 0 1

Total 2 0 2

1 0 1

Application Error Citrix ICA 1 0 1
Client 0 0 0

None 2 3 5

2 1 3

Total 3 3 6

2 1 3

Total 3 3 6

2 1 3

Network Error Internet 0 1 1
Explorer 0 1 1

None 4 0 4

0 0 0




Critical

High

Low

Medium

Total

Network Error Novell Client 0 1 1
for 32-bit 0 0 0

Total 0 5 6

0 0 1

Performance None 0 1 1

0 0 0

Total 0 1 1

0 0 0

Total 0 6 7

0 0 1

PC/Laptop Error None 0 1 1
0 1 1

Total 0 1 1

0 1 1

Total 0 1 1

0 1 1

Server Hardware None 0 0 1
0 0 0

Total 0 0 1

0 0 0

Total 0 0 1

0 0 0

0 12 17

0 4 6

_No Tier 2 None Internet 0 1 1
Explorer 0 0 0

None 0 5 5

0 0 0

Novell Netware 0 5 5

Connect 0 0 0

Total 0 11 1

0 0




Critical

High

Low

Medium

Total

_No Tier 2

Total

Application

Error

Novell
GroupWise

PGP

Windows
Media Player

Total

Total

Network

Error

None

Total

Incident

None

Total

Total

Print/Copy/Sca
n/Fax

Application

Incident

None

Total

Total

None

None




Critical

High

Low

Medium

Total

Application None Total 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Network Error Novell Client 0 1 0 1
for 32-bit 0 0 0 0

Total 0 1 0 1

0 0 0 0

None None 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 2 0 2

0 0 0 0

0 3 0 3

0 0 0 0

_No Tier 2 None None 0 20 0 20
0 0 0 0

Total 0 20 0 20

0 0 0 0

Total 0 20 0 20

0 0 0 0

Application Error BlueZone 0 1 0 1
0 1 0 1

Medicaid 0 3 1 4

Managed 0 0 0 0

None 0 1 0 1

0 0 0 0

Total 0 5 1 6

0 1 0 1

Password BlueZone 0 1 0 1

0 0 0 0




Critical

High

Low

Medium

Total

Application

Password

Medicaid
Managed

None

Total

Total

Mainframe

_No Tier 2

Error

BlueZone

None

Total

None

Medicaid
Managed

Total

Password

BlueZone

Medicaid
Managed

None

Total

Total

None

None




Critical

High

Low

Medium

Total

_No Tier 2

None

Total

Total

Application

Error

Citrix ICA
Client

PGP

Total

None

Microsoft
Windows XP

Total

Total

Wireless
Connectivity

Application

Error

BlackBerry

None

Total

Total

Error

CA SiteMinder

None

Total




Critical

High

Low

Medium

Total

Application

Total

Network

Network

Error

None

Total

Total

Error

None

Total

Total

Telecom

Area Code

Telephone

Total

Call/Receive

None

Total

Dial Tone

None

Total

Feature

Telephone

Total




Critical

High

Low

Medium

Total

Telecom

Telecom

Hardware

None

Telephone

Total

None

None

Total

Voice Mail

None

Telephone

Total

Total

Call/Receive

None

Telephone

Total

Dial Tone

None

Telephone

Total




Telecom

Application

Feature

Hardware

None

Total

Error

Password

Total

Critical High Low Medium Total

Telephone 2 2
0 0

Total 2 2
0 0

None 1 2
0 0

Telephone 2 2
0 0

Total 3 4
0 0

None 4 4
0 0

Telephone 1 1
0 0

Total 5 5
0 0

17 18

0 0

17 18

0 0

Women, Infant, 5 7
and Children 0 0
Total 5 7
0 0

Women, Infant, 1 1
and Children 0 0
Total 1 1
0 0

6 8

0 0

6 8

0 0




Critical High Low Medium Total

793
138




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Critical High Low Medium Total
_No Tier 2 None None 0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
Total 0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
Total 0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
0 0 1 0 1
0.00 0.00 4.02 0.00 4.02
Application Error Medicaid 0 0 4 0 4
Managed 0.00 0.00 319.46 0.00 319.46
MMIS Data 0 0 1 0 1
Warehouse 0.00 0.00 1037.12 0.00 1037.12
None 0 0 3 0 3
0.00 0.00 133.40 0.00 133.40
Total 0 0 8 0 8
0.00 0.00 339.39 0.00 339.39
Reporting Medicaid 0 0 1 0 1
Managed 0.00 0.00 370.97 0.00 370.97
Total 0 0 1 0 1
0.00 0.00 370.97 0.00 370.97
Total 0 0 9 0 9
0.00 0.00 342.90 0.00 342.90
Mainframe Error None 0 1 0 0 1
0.00 3.18 0.00 0.00 3.18




Mainframe

Application

Application

Critical High Low Medium Total
Error Total 0 1 0 0 1
0.00 3.18 0.00 0.00 3.18
Total 0 1 0 0 1
0.00 3.18 0.00 0.00 3.18
0 1 9 0 10
0.00 3.18 342.90 0.00 308.93
Error Medicaid 0 0 5 0 5
Managed Care 0.00 0.00 244.07 0.00 244.07
None 0 0 1 0 1
0.00 0.00 0.44 0.00 0.44
Oracle Client 0 0 1 0 1
Software 0.00 0.00 411.24 0.00 411.24
Total 0 0 7 0 7
0.00 0.00 233.15 0.00 233.15
Reporting Medicaid 0 0 1 0 1
Managed Care 0.00 0.00 31.34 0.00 31.34
Oracle 0 0 1 0 1
Database 10g 0.00 0.00 0.56 0.00 0.56
Total 0 0 2 0 2
0.00 0.00 15.95 0.00 15.95
Total 0 0 9 0 9
0.00 0.00 184.88 0.00 184.88
0 0 9 0 9
0.00 0.00 184.88 0.00 184.88
Error PGP 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02
Total 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02
Password Women, Infant, 0 0 1 0 1
and Children 0.00 0.00 0.02 0.00 0.02
Total 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02




Critical High Low Medium Total
Application Total 0 0 2 0 2
0.00 0.00 0.02 0.00 0.02
0 0 2 0 2
0.00 0.00 0.02 0.00 0.02
Billing None ARIES 0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
Total 0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
Total 0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
0 0 1 0 1
0.00 0.00 17.84 0.00 17.84
Application Error Novell 0 0 1 0 1
GroupWise 0.00 0.00 2.74 0.00 2.74
Total 0 0 1 0 1
0.00 0.00 2.74 0.00 2.74
Reporting BlackBerry 0 0 1 0 1
0.00 0.00 5.68 0.00 5.68
Total 0 0 1 0 1
0.00 0.00 5.68 0.00 5.68
Total 0 0 2 0 2
0.00 0.00 4.21 0.00 4.21
Mobile Devices None BlackBerry 0 0 1 0 1
0.00 0.00 2.67 0.00 2.67
Total 0 0 1 0 1
0.00 0.00 2.67 0.00 2.67
Total 0 0 1 0 1
0.00 0.00 2.67 0.00 2.67
Network None Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.42 0.00 1.42
Total 0 0 1 0 1
0.00 0.00 1.42 0.00 1.42




Critical

High

Low

Medium

Total

Network Total 0 0 1 0 1
0.00 0.00 1.42 0.00 1.42

0 0 4 0 4

0.00 0.00 3.13 0.00 3.13

_No Tier 2 None None 1 0 1 0 2
1.49 0.00 0.99 0.00 1.24

Total 1 0 1 0 2

1.49 0.00 0.99 0.00 1.24

Total 1 0 1 0 2

1.49 0.00 0.99 0.00 1.24

Application Error National 0 2 0 0 2
Electronic 0.00 0.40 0.00 0.00 0.40

None 0 5 0 0 5

0.00 0.62 0.00 0.00 0.62

Total 0 7 0 0 7

0.00 0.55 0.00 0.00 0.55

None None 0 0 1 0 1

0.00 0.00 1.16 0.00 1.16

Novell 0 0 1 0 1

GroupWise 0.00 0.00 0.68 0.00 0.68

Total 0 0 2 0 2

0.00 0.00 0.92 0.00 0.92

Total 0 7 2 0 9

0.00 0.55 0.92 0.00 0.63

Server Error None 0 1 0 2 3
0.00 0.15 0.00 0.68 0.51

Total 0 1 0 2 3

0.00 0.15 0.00 0.68 0.51

Total 0 1 0 2 3

0.00 0.15 0.00 0.68 0.51

1 8 3 2 14

1.49 0.50 0.94 0.68 0.69




EIS Hardware

Application

Critical High Low Medium Total
None None 0 0 1 0 1
0.00 0.00 5.67 0.00 5.67
Total 0 0 1 0 1
0.00 0.00 5.67 0.00 5.67
Total 0 0 1 0 1
0.00 0.00 5.67 0.00 5.67
0 0 1 0 1
0.00 0.00 5.67 0.00 5.67
Error BlueZone 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Electronic 0 1 0 0 1
Death Entry 0.00 0.40 0.00 0.00 0.40
None 0 0 3 0 3
0.00 0.00 0.21 0.00 0.21
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.19 0.00 0.19
Novell 0 0 3 0 3
Messenger 0.00 0.00 0.08 0.00 0.08
State Payroll 0 0 1 0 1
Time Entry 0.00 0.00 0.00 0.00 0.00
Total 0 1 9 0 10
0.00 0.40 0.12 0.00 0.15
Password BlueZone 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.11 0.00 0.1
Utah Master 0 0 2 0 2
Directory 0.00 0.00 0.38 0.00 0.38
Total 0 0 4 0 4
0.00 0.00 0.22 0.00 0.22
Reporting Novell 0 0 2 0 2
GroupWise 0.00 0.00 0.20 0.00 0.20




Critical High Low Medium Total
Application Reporting Total 0 0 2 0 2
0.00 0.00 0.20 0.00 0.20
Total 0 1 15 0 16
0.00 0.40 0.16 0.00 0.17
Mainframe Error BlueZone 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Total 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Password BlueZone 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Total 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Total 0 0 4 0 4
0.00 0.00 0.00 0.00 0.00
Network Error None 0 0 4 0 4
0.00 0.00 0.17 0.00 0.17
Novell Client 0 1 8 0 9
for 32-bit 0.00 0.00 0.09 0.00 0.08
Total 0 1 12 0 13
0.00 0.00 0.1 0.00 0.10
Incident Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00 0.00
Total 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Password None 0 0 1 0 1
0.00 0.00 2.48 0.00 2.48
Novell Client 0 0 4 0 4
for 32-bit 0.00 0.00 0.02 0.00 0.02
Total 0 0 5 0 5
0.00 0.00 0.51 0.00 0.51




Critical

High

Low

Medium

Total

Network Total 0 1 18 0 19
0.00 0.00 0.22 0.00 0.21

PC/Laptop Error Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Hardware None 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Performance Microsoft 0 0 1 0 1

Windows XP 0.00 0.00 0.07 0.00 0.07

None 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 2 0 2

0.00 0.00 0.04 0.00 0.04

Total 0 0 4 0 4

0.00 0.00 0.02 0.00 0.02

Print/Copy/Sca Incident None 0 0 1 0 1
n/Fax 0.00 0.00 8.19 0.00 8.19
Novell Client 0 0 1 0 1

for 32-bit 0.00 0.00 0.81 0.00 0.81

Total 0 0 2 0 2

0.00 0.00 4.50 0.00 4.50

Total 0 0 2 0 2

0.00 0.00 4.50 0.00 4.50

Telecom Call/Receive None 0 0 2 0 2
0.00 0.00 0.35 0.00 0.35

Total 0 0 2 0 2

0.00 0.00 0.35 0.00 0.35

None None 0 0 2 0 2

0.00 0.00 0.03 0.00 0.03




Critical

High

Low

Medium

Total

Telecom None Total 0 0 2 0 2
0.00 0.00 0.03 0.00 0.03

Voice Mail None 0 0 2 0 2

0.00 0.00 1.12 0.00 1.12

Total 0 0 2 0 2

0.00 0.00 1.12 0.00 1.12

Total 0 0 6 0 6

0.00 0.00 0.50 0.00 0.50

0 2 49 0 51

0.00 0.20 0.38 0.00 0.37

_No Tier 2 None None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

_No Tier 2 None None 0 0 1 0 1
0.00 0.00 9.27 0.00 9.27

Total 0 0 1 0 1

0.00 0.00 9.27 0.00 9.27

Total 0 0 1 0 1

0.00 0.00 9.27 0.00 9.27

Application Error SAFE 0 0 1 0 1
0.00 0.00 0.15 0.00 0.15

Total 0 0 1 0 1

0.00 0.00 0.15 0.00 0.15

Total 0 0 1 0 1

0.00 0.00 0.15 0.00 0.15

Network Error Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.43 0.00 0.43




Critical

High

Low

Medium

Total

Network Error Total 0 0 1 0 1
0.00 0.00 0.43 0.00 0.43

Total 0 0 1 0 1

0.00 0.00 0.43 0.00 0.43

0 0 3 0 3

0.00 0.00 3.28 0.00 3.28

_No Tier 2 None None 0 0 2 0 2
0.00 0.00 2.86 0.00 2.86

Total 0 0 2 0 2

0.00 0.00 2.86 0.00 2.86

Total 0 0 2 0 2

0.00 0.00 2.86 0.00 2.86

Application Error Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 3.17 0.00 3.17

None 0 0 1 0 1

0.00 0.00 104.16 0.00 104.16

Total 0 0 2 0 2

0.00 0.00 53.66 0.00 53.66

None None 0 0 1 0 1

0.00 0.00 4.74 0.00 4.74

Total 0 0 1 0 1

0.00 0.00 4.74 0.00 4.74

Total 0 0 3 0 3

0.00 0.00 37.36 0.00 37.36

Network None Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 28.64 0.00 28.64

Total 0 0 1 0 1

0.00 0.00 28.64 0.00 28.64

Total 0 0 1 0 1

0.00 0.00 28.64 0.00 28.64

PC/Laptop Performance None 0 0 1 0 1
0.00 0.00 5.39 0.00 5.39




Critical

High

Low

Medium

Total

PC/Laptop Performance Total 0 0 1 0 1
0.00 0.00 5.39 0.00 5.39

Total 0 0 1 0 1

0.00 0.00 5.39 0.00 5.39

0 0 7 0 7

0.00 0.00 21.69 0.00 21.69

Network Error None 0 0 1 0 1
0.00 0.00 0.36 0.00 0.36

Total 0 0 1 0 1

0.00 0.00 0.36 0.00 0.36

Total 0 0 1 0 1

0.00 0.00 0.36 0.00 0.36

0 0 1 0 1

0.00 0.00 0.36 0.00 0.36

_No Tier 2 None None 0 0 31 7 38
0.00 0.00 7.54 1.88 6.48

Total 0 0 31 7 38

0.00 0.00 7.54 1.88 6.48

Total 0 0 31 7 38

0.00 0.00 7.54 1.88 6.48

Application Error Adobe Acrobat 0 0 1 0 1
0.00 0.00 2.00 0.00 2.00

Adobe 0 0 1 0 1

InDesign 0.00 0.00 1.1 0.00 1.1

BMI 0 0 1 0 1

0.00 0.00 1.42 0.00 1.42

Corel 0 0 1 0 1

WordPerfect 0.00 0.00 2.04 0.00 2.04

FileMaker 0 0 2 0 2

0.00 0.00 3.36 0.00 3.36

Internet 0 0 2 1 3

Explorer 0.00 0.00 9.83 1.30 6.99




Application

Critical High Low Medium Total

Error Java Runtime 0 0 1 0 1
Environment 0.00 0.00 1.52 0.00 1.52
Microsoft Excel 0 0 1 0 1
0.00 0.00 1.52 0.00 1.52

Microsoft Office 0 0 1 0 1
0.00 0.00 1.88 0.00 1.88

Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 2.37 0.00 2.37
Microsoft Word 0 0 1 0 1
0.00 0.00 3.97 0.00 3.97

None 0 0 13 1 14
0.00 0.00 2.55 2.03 2.51

Novell Client 0 0 3 0 3
for 32-bit 0.00 0.00 3.85 0.00 3.85
Novell 0 0 23 0 23
GroupWise 0.00 0.00 2.88 0.00 2.88
Novell 0 0 2 0 2
GroupWise 0.00 0.00 55.77 0.00 55.77
Novell 0 0 2 0 2
Messenger 0.00 0.00 0.68 0.00 0.68
Total 0 0 56 2 58
0.00 0.00 4.79 1.66 4.68

None Acrobat Reader 0 0 1 0 1
0.00 0.00 1.52 0.00 1.52

Internet 0 0 1 0 1
Explorer 0.00 0.00 4.83 0.00 4.83
Microsoft Office 0 0 1 0 1
Enterprise 2007 0.00 0.00 19.95 0.00 19.95
None 0 0 3 0 3
0.00 0.00 18.47 0.00 18.47

Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.86 0.00 0.86




Application

Critical High Low Medium Total

None Novell 0 0 3 0 3
GroupWise 0.00 0.00 6.02 0.00 6.02
Novell 0 0 1 0 1
GroupWise 0.00 0.00 1.01 0.00 1.01
Total 0 0 11 0 11
0.00 0.00 9.24 0.00 9.24

Password Novell 0 0 1 0 1
GroupWise 0.00 0.00 1.15 0.00 1.15
Utah Master 0 0 1 0 1
Directory 0.00 0.00 4.07 0.00 4.07
Total 0 0 2 0 2
0.00 0.00 2.61 0.00 2.61

Reporting Adobe Acrobat 0 0 1 0 1
0.00 0.00 2.17 0.00 217

BlueZone 0 0 1 0 1
0.00 0.00 0.56 0.00 0.56

Internet 0 0 1 0 1
Explorer 0.00 0.00 3.09 0.00 3.09
iPhone 0 0 1 0 1
0.00 0.00 8.42 0.00 8.42

Medicaid 0 0 1 0 1
Managed Care 0.00 0.00 4.45 0.00 4.45
Microsoft Excel 0 0 1 0 1
0.00 0.00 1.21 0.00 1.21

Microsoft Word 0 0 1 0 1
0.00 0.00 0.63 0.00 0.63

None 0 0 11 0 1
0.00 0.00 2.64 0.00 2.64

Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.68 0.00 0.68
Novell 0 0 1 0 1
Messenger 0.00 0.00 12.74 0.00 12.74




Critical High Low Medium Total
Application Reporting Total 0 0 20 0 20
0.00 0.00 3.15 0.00 3.15
Total 0 0 89 2 91
0.00 0.00 4.92 1.66 4.85
EIS Hardware Printer None 0 0 1 0 1
0.00 0.00 0.62 0.00 0.62
Total 0 0 1 0 1
0.00 0.00 0.62 0.00 0.62
Total 0 0 1 0 1
0.00 0.00 0.62 0.00 0.62
Mobile Devices Error PalmPilot 0 0 1 0 1
Desktop 0.00 0.00 30.88 0.00 30.88
Total 0 0 1 0 1
0.00 0.00 30.88 0.00 30.88
Total 0 0 1 0 1
0.00 0.00 30.88 0.00 30.88
Network Error None 0 0 9 0 9
0.00 0.00 2.79 0.00 2.79
Novell Client 0 0 13 1 14
for 32-bit 0.00 0.00 12.42 2.47 11.71
Total 0 0 22 1 23
0.00 0.00 8.48 2.47 8.22
Incident None 0 0 11 0 11
0.00 0.00 0.59 0.00 0.59
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 2.75 0.00 2.75
Total 0 0 12 0 12
0.00 0.00 0.77 0.00 0.77
None None 0 0 3 0 3
0.00 0.00 1.68 0.00 1.68
Novell Client 0 0 4 0 4
for 32-bit 0.00 0.00 9.93 0.00 9.93




Critical High Low Medium Total
Network None Total 0 0 7 0 7
0.00 0.00 6.40 0.00 6.40
Password None 0 0 2 0 2
0.00 0.00 0.04 0.00 0.04
Novell Client 0 0 4 0 4
for 32-bit 0.00 0.00 217 0.00 217
Total 0 0 6 0 6
0.00 0.00 1.46 0.00 1.46
Performance None 0 0 8 0 8
0.00 0.00 1.09 0.00 1.09
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.16 0.00 1.16
Total 0 0 9 0 9
0.00 0.00 1.10 0.00 1.10
Virus Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 6.97 0.00 6.97
Total 0 0 1 0 1
0.00 0.00 6.97 0.00 6.97
Total 0 0 57 1 58
0.00 0.00 4.67 2.47 4.63
PC/Laptop Error Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 3.00 0.00 3.00
None 0 0 10 0 10
0.00 0.00 9.70 0.00 9.70
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 12.64 0.00 12.64
Total 0 0 13 0 13
0.00 0.00 9.64 0.00 9.64
Hardware None 0 0 29 0 29
0.00 0.00 10.10 0.00 10.10
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.74 0.00 0.74




Critical High Low Medium Total
PC/Laptop Hardware Total 0 0 30 0 30
0.00 0.00 9.79 0.00 9.79
None None 0 0 5 0 5
0.00 0.00 1.51 0.00 1.51
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 10.73 0.00 10.73
Total 0 0 7 0 7
0.00 0.00 415 0.00 415
Password None 0 0 1 0 1
0.00 0.00 4543 0.00 4543
Total 0 0 1 0 1
0.00 0.00 4543 0.00 4543
Performance Internet 0 0 1 0 1
Explorer 0.00 0.00 1.32 0.00 1.32
Microsoft 0 0 1 0 1
Windows XP 0.00 0.00 34.22 0.00 34.22
None 0 0 3 0 3
0.00 0.00 5.03 0.00 5.03
Total 0 0 5 0 5
0.00 0.00 10.13 0.00 10.13
Total 0 0 56 0 56
0.00 0.00 9.71 0.00 9.71
Print/Copy/Sca Error Code Microsoft 0 0 1 0 1
n/Fax Windows XP 0.00 0.00 8.13 0.00 8.13
None 0 0 13 0 13
0.00 0.00 1.07 0.00 1.07
Total 0 0 14 0 14
0.00 0.00 1.57 0.00 1.57
Incident None 0 0 36 0 36
0.00 0.00 5.45 0.00 5.45
Total 0 0 36 0 36
0.00 0.00 5.45 0.00 5.45




Critical High Low Medium Total
Print/Copy/Sca None None 0 0 4 0 4
n/Fax 0.00 0.00 23.11 0.00 23.11
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 3.08 0.00 3.08
Novell iPrint 0 0 1 0 1
0.00 0.00 1.63 0.00 1.63
Total 0 0 7 0 7
0.00 0.00 14.32 0.00 14.32
Total 0 0 57 0 57
0.00 0.00 5.59 0.00 5.59
0 0 292 10 302
0.00 0.00 6.27 1.89 6.13
_No Tier 2 None None 0 0 5 0 5
0.00 0.00 0.87 0.00 0.87
Total 0 0 5 0 5
0.00 0.00 0.87 0.00 0.87
Total 0 0 5 0 5
0.00 0.00 0.87 0.00 0.87
Application Error Citrix ICA 0 0 1 0 1
Client 0.00 0.00 0.04 0.00 0.04
Novell 0 0 2 0 2
GroupWise 0.00 0.00 0.07 0.00 0.07
Novell 0 0 4 0 4
Messenger 0.00 0.00 0.52 0.00 0.52
Remedy 0 0 1 0 1
Incident 0.00 0.00 0.00 0.00 0.00
Utah Master 0 0 1 0 1
Directory 0.00 0.00 0.08 0.00 0.08
Total 0 0 9 0 9
0.00 0.00 0.26 0.00 0.26
None Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 20.99 0.00 20.99




Critical High Low Medium Total
Application None Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.03 0.00 0.03
Total 0 0 2 0 2
0.00 0.00 10.51 0.00 10.51
Password Medicaid 0 0 1 0 1
Managed 0.00 0.00 0.42 0.00 0.42
Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 1.58 0.00 1.58
Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.30 0.00 0.30
Novell 0 0 2 0 2
Messenger 0.00 0.00 1.15 0.00 1.15
Remedy 0 0 1 0 1
Incident 0.00 0.00 1.26 0.00 1.26
Total 0 0 7 0 7
0.00 0.00 1.06 0.00 1.06
Total 0 0 18 0 18
0.00 0.00 1.71 0.00 1.71
Mobile Devices Error BlackBerry 0 0 2 0 2
0.00 0.00 44.02 0.00 44.02
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.20 0.00 0.20
Total 0 0 3 0 3
0.00 0.00 29.41 0.00 29.41
Total 0 0 3 0 3
0.00 0.00 29.41 0.00 29.41
Network Error None 0 0 5 1 6
0.00 0.00 1.30 0.00 1.06
Novell Client 0 0 8 0 8
for 32-bit 0.00 0.00 1.20 0.00 1.20
Total 0 0 13 1 14
0.00 0.00 1.23 0.00 1.14




Critical High Low Medium Total
Network Incident None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Total 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
None Novell Client 0 0 2 0 2
for 32-bit 0.00 0.00 12.06 0.00 12.06
Total 0 0 2 0 2
0.00 0.00 12.06 0.00 12.06
Password Novell Client 0 0 15 0 15
for 32-bit 0.00 0.00 0.72 0.00 0.72
Total 0 0 15 0 15
0.00 0.00 0.72 0.00 0.72
Performance None 0 0 2 0 2
0.00 0.00 0.08 0.00 0.08
Total 0 0 2 0 2
0.00 0.00 0.08 0.00 0.08
Total 0 0 33 1 34
0.00 0.00 1.55 0.00 1.51
PC/Laptop Hardware None 0 0 2 0 2
0.00 0.00 0.01 0.00 0.01
Total 0 0 2 0 2
0.00 0.00 0.01 0.00 0.01
None None 0 0 1 0 1
0.00 0.00 0.04 0.00 0.04
Total 0 0 1 0 1
0.00 0.00 0.04 0.00 0.04
Performance None 0 0 1 0 1
0.00 0.00 0.20 0.00 0.20
Total 0 0 1 0 1
0.00 0.00 0.20 0.00 0.20
Total 0 0 4 0 4
0.00 0.00 0.07 0.00 0.07




Critical High Low Medium Total
Print/Copy/Sca Error Code None 0 0 1 0 1
n/Fax 0.00 0.00 0.02 0.00 0.02
Total 0 0 1 0 1
0.00 0.00 0.02 0.00 0.02
Incident None 0 0 2 0 2
0.00 0.00 10.26 0.00 10.26
Novell iPrint 0 0 2 0 2
0.00 0.00 0.00 0.00 0.00
Total 0 0 4 0 4
0.00 0.00 5.13 0.00 5.13
Total 0 0 5 0 5
0.00 0.00 4.11 0.00 4.11
0 0 68 1 69
0.00 0.00 2.90 0.00 2.86
_No Tier 2 None None 1 3 25 6 35
3.44 1.62 62.98 5.02 46.08
Total 1 3 25 6 35
3.44 1.62 62.98 5.02 46.08
Total 1 3 25 6 35
3.44 1.62 62.98 5.02 46.08
Application Error Apex Data 0 0 0 5 5
Loader 0.00 0.00 0.00 2.73 2.73
Childrens 0 0 1 0 1
Health 0.00 0.00 5.58 0.00 5.58
Citrix ICA 0 0 7 0 7
Client 0.00 0.00 1.77 0.00 1.77
Citrix 0 0 3 0 3
MetaFrame 0.00 0.00 3.66 0.00 3.66
Dentrix 0 0 1 0 1
0.00 0.00 0.54 0.00 0.54
Internet 0 0 0 1 1
Explorer 0.00 0.00 0.00 1.88 1.88




Application

Critical High Low Medium Total

Error Laboratory 0 0 6 3 9
Information 0.00 0.00 2.25 0.96 1.82
Newborn 0 0 6 0 6
Screening - 0.00 0.00 2.85 0.00 2.85
None 0 0 23 4 27
0.00 0.00 9.38 21.36 11.15

Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 8.80 0.00 8.80
Novell 0 0 1 0 1
GroupWise 0.00 0.00 14.04 0.00 14.04
Reflection for 0 0 1 0 1
UNIX and 0.00 0.00 7.83 0.00 7.83
SAS 0 0 0 1 1
0.00 0.00 0.00 5.46 5.46

WebTrends 0 0 1 0 1
0.00 0.00 107.87 0.00 107.87

Total 0 0 51 14 65
0.00 0.00 8.13 7.81 8.06

None Content 0 0 2 0 2
Manager 0.00 0.00 1.80 0.00 1.80
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 1.42 0.00 1.42
Total 0 0 3 0 3
0.00 0.00 1.67 0.00 1.67

Password Citrix ICA 0 0 1 0 1
Client 0.00 0.00 12.40 0.00 12.40
Citrix 0 0 4 0 4
MetaFrame 0.00 0.00 4.32 0.00 4.32
None 0 0 3 0 3
0.00 0.00 3.57 0.00 3.57

Utah Master 0 0 4 0 4
Directory 0.00 0.00 1.50 0.00 1.50




Critical High Low Medium Total
Application Password Total 0 0 12 0 12
0.00 0.00 3.87 0.00 3.87
Reporting Citrix ICA 0 0 1 0 1
Client 0.00 0.00 1.45 0.00 1.45
Microsoft 0 0 0 1 1
Access 2003 0.00 0.00 0.00 3.10 3.10
None 0 0 4 1 5
0.00 0.00 384.75 84.97 324.80
Total 0 0 5 2 7
0.00 0.00 308.09 44.03 232.65
Total 0 0 71 16 87
0.00 0.00 28.26 12.34 25.33
Network Error Laboratory 0 2 0 0 2
Information 0.00 0.38 0.00 0.00 0.38
None 0 0 9 2 11
0.00 0.00 8.88 0.88 7.43
Novell Client 0 0 4 2 6
for 32-bit 0.00 0.00 48.52 2.69 33.24
Total 0 2 13 4 19
0.00 0.38 21.08 1.78 14.84
Incident None 0 0 3 0 3
0.00 0.00 13.91 0.00 13.91
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.82 0.00 0.82
Total 0 0 4 0 4
0.00 0.00 10.64 0.00 10.64
None None 0 0 2 0 2
0.00 0.00 4.23 0.00 4.23
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 6.15 0.00 6.15
Total 0 0 3 0 3
0.00 0.00 4.87 0.00 4.87




Critical High Low Medium Total
Network Performance None 0 0 1 0 1
0.00 0.00 3.12 0.00 3.12
Total 0 0 1 0 1
0.00 0.00 3.12 0.00 3.12
Total 0 2 21 4 27
0.00 0.38 15.92 1.78 12.67
PC/Laptop Error None 0 0 1 0 1
0.00 0.00 28.68 0.00 28.68
Total 0 0 1 0 1
0.00 0.00 28.68 0.00 28.68
Total 0 0 1 0 1
0.00 0.00 28.68 0.00 28.68
Print/Copy/Sca Error Code None 0 0 3 1 4
n/Fax 0.00 0.00 36.28 0.53 27.34
Total 0 0 3 1 4
0.00 0.00 36.28 0.53 27.34
Incident None 0 0 2 0 2
0.00 0.00 1.36 0.00 1.36
Novell iPrint 0 0 0 1 1
0.00 0.00 0.00 0.62 0.62
Total 0 0 2 1 3
0.00 0.00 1.36 0.62 1.11
None None 0 0 1 0 1
0.00 0.00 4.38 0.00 4.38
Total 0 0 1 0 1
0.00 0.00 4.38 0.00 4.38
Queue None 0 0 1 0 1
0.00 0.00 16.32 0.00 16.32
Total 0 0 1 0 1
0.00 0.00 16.32 0.00 16.32
Total 0 0 7 2 9
0.00 0.00 18.89 0.57 14.82




Critical

High

Low

Medium

Total

Server Error None 0 2 3 0 5
0.00 2.07 9.44 0.00 6.49

Total 0 2 3 0 5

0.00 2.07 9.44 0.00 6.49

None None 0 0 1 0 1

0.00 0.00 5.82 0.00 5.82

Total 0 0 1 0 1

0.00 0.00 5.82 0.00 5.82

Performance None 0 0 2 0 2

0.00 0.00 0.85 0.00 0.85

Total 0 0 2 0 2

0.00 0.00 0.85 0.00 0.85

Total 0 2 6 0 8

0.00 2.07 5.97 0.00 5.00

1 7 131 28 167

3.44 1.39 31.39 8.42 26.11

_No Tier 2 None None 0 0 2 0 2
0.00 0.00 27.81 0.00 27.81

Total 0 0 2 0 2

0.00 0.00 27.81 0.00 27.81

Total 0 0 2 0 2

0.00 0.00 27.81 0.00 27.81

Application Error Citrix ICA 0 0 1 0 1
Client 0.00 0.00 0.96 0.00 0.96

None 0 0 2 3 5

0.00 0.00 13.73 2.53 7.01

Total 0 0 3 3 6

0.00 0.00 9.48 2.53 6.00

Total 0 0 3 3 6

0.00 0.00 9.48 2.53 6.00

Network Error Internet 0 0 0 1 1
Explorer 0.00 0.00 0.00 6.60 6.60




Critical High Low Medium Total
Network Error None 0 0 4 0 4
0.00 0.00 1.54 0.00 1.54
Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 0.64 0.00 0.64
Total 0 0 5 1 6
0.00 0.00 1.36 6.60 2.23
Performance None 0 0 1 0 1
0.00 0.00 4.31 0.00 4.31
Total 0 0 1 0 1
0.00 0.00 4.31 0.00 4.31
Total 0 0 6 1 7
0.00 0.00 1.85 6.60 2.53
PC/Laptop Error None 0 0 1 0 1
0.00 0.00 7.88 0.00 7.88
Total 0 0 1 0 1
0.00 0.00 7.88 0.00 7.88
Total 0 0 1 0 1
0.00 0.00 7.88 0.00 7.88
Server Hardware None 0 0 0 1 1
0.00 0.00 0.00 1.18 1.18
Total 0 0 0 1 1
0.00 0.00 0.00 1.18 1.18
Total 0 0 0 1 1
0.00 0.00 0.00 1.18 1.18
0 0 12 5 17
0.00 0.00 8.59 3.07 6.97
_No Tier 2 None Internet 0 0 1 0 1
Explorer 0.00 0.00 0.00 0.00 0.00
None 0 0 5 0 5
0.00 0.00 0.93 0.00 0.93
Novell Netware 0 0 5 0 5
Connect 0.00 0.00 0.00 0.00 0.00




Critical

High

Low

Medium

Total

_No Tier 2 None Total 0 0 11 0 11
0.00 0.00 0.50 0.00 0.50

Total 0 0 11 0 11

0.00 0.00 0.50 0.00 0.50

Application Error Novell 0 0 1 0 1
GroupWise 0.00 0.00 0.05 0.00 0.05

PGP 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Windows 0 0 1 0 1

Media Player 0.00 0.00 0.00 0.00 0.00

Total 0 0 3 0 3

0.00 0.00 0.02 0.00 0.02

Total 0 0 3 0 3

0.00 0.00 0.02 0.00 0.02

Network Error None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Incident None 0 0 1 0 1

0.00 0.00 0.08 0.00 0.08

Total 0 0 1 0 1

0.00 0.00 0.08 0.00 0.08

Total 0 0 2 0 2

0.00 0.00 0.04 0.00 0.04

Print/Copy/Sca Incident None 0 0 1 0 1
n/Fax 0.00 0.00 0.04 0.00 0.04
Total 0 0 1 0 1

0.00 0.00 0.04 0.00 0.04

Total 0 0 1 0 1

0.00 0.00 0.04 0.00 0.04

0 0 17 0 17

0.00 0.00 0.27 0.00 0.27




Critical High Low Medium Total
Application None None 0 0 1 0 1
0.00 0.00 2.40 0.00 2.40
Total 0 0 1 0 1
0.00 0.00 2.40 0.00 2.40
Total 0 0 1 0 1
0.00 0.00 2.40 0.00 2.40
Network Error Novell Client 0 0 1 0 1
for 32-bit 0.00 0.00 3.42 0.00 3.42
Total 0 0 1 0 1
0.00 0.00 3.42 0.00 3.42
None None 0 0 1 0 1
0.00 0.00 0.71 0.00 0.71
Total 0 0 1 0 1
0.00 0.00 0.71 0.00 0.71
Total 0 0 2 0 2
0.00 0.00 2.06 0.00 2.06
0 0 3 0 3
0.00 0.00 2.18 0.00 2.18
_No Tier 2 None None 0 0 20 0 20
0.00 0.00 0.15 0.00 0.15
Total 0 0 20 0 20
0.00 0.00 0.15 0.00 0.15
Total 0 0 20 0 20
0.00 0.00 0.15 0.00 0.15
Application Error BlueZone 0 0 1 0 1
0.00 0.00 115.90 0.00 115.90
Medicaid 0 0 3 1 4
Managed 0.00 0.00 0.96 0.58 0.87
None 0 0 1 0 1
0.00 0.00 0.33 0.00 0.33
Total 0 0 5 1 6
0.00 0.00 23.82 0.58 19.95




Critical

High

Low

Medium

Total

Application Password BlueZone 0 0 1 0 1
0.00 0.00 0.80 0.00 0.80

Medicaid 0 0 5 0 5

Managed 0.00 0.00 0.51 0.00 0.51

None 0 0 2 0 2

0.00 0.00 0.41 0.00 0.41

Total 0 0 8 0 8

0.00 0.00 0.52 0.00 0.52

Total 0 0 13 1 14
0.00 0.00 9.48 0.58 8.85

Mainframe Error BlueZone 0 0 1 0 1
0.00 0.00 0.35 0.00 0.35

None 0 0 1 0 1

0.00 0.00 2.10 0.00 2.10

Total 0 0 2 0 2

0.00 0.00 1.23 0.00 1.23

None Medicaid 0 0 1 0 1
Managed 0.00 0.00 0.35 0.00 0.35

Total 0 0 1 0 1

0.00 0.00 0.35 0.00 0.35

Password BlueZone 0 0 6 0 6
0.00 0.00 1.32 0.00 1.32

Medicaid 0 0 4 0 4

Managed 0.00 0.00 0.25 0.00 0.25

None 0 0 3 0 3

0.00 0.00 1.59 0.00 1.59

Total 0 0 13 0 13

0.00 0.00 1.05 0.00 1.05

Total 0 0 16 0 16
0.00 0.00 1.03 0.00 1.03

0 0 49 1 50

0.00 0.00 2.91 0.58 2.87




Critical

High

Low

Medium

Total

_No Tier 2 None None 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Application Error Citrix ICA 0 0 1 0 1
Client 0.00 0.00 1.09 0.00 1.09

PGP 0 0 1 0 1

0.00 0.00 0.00 0.00 0.00

Total 0 0 2 0 2

0.00 0.00 0.55 0.00 0.55

None Microsoft 0 0 1 0 1

Windows XP 0.00 0.00 0.01 0.00 0.01

Total 0 0 1 0 1

0.00 0.00 0.01 0.00 0.01

Total 0 0 3 0 3

0.00 0.00 0.37 0.00 0.37

Wireless Error BlackBerry 0 0 1 0 1
Connectivity 0.00 0.00 0.04 0.00 0.04
None 0 0 2 0 2

0.00 0.00 0.08 0.00 0.08

Total 0 0 3 0 3

0.00 0.00 0.07 0.00 0.07

Total 0 0 3 0 3

0.00 0.00 0.07 0.00 0.07

0 0 7 0 7

0.00 0.00 0.19 0.00 0.19

Application Error CA SiteMinder 0 0 1 0 1
0.00 0.00 6.17 0.00 6.17

None 0 0 1 0 1

0.00 0.00 4.45 0.00 4.45




Critical High Low Medium Total
Application Error Total 0 0 2 0 2
0.00 0.00 5.31 0.00 5.31
Total 0 0 2 0 2
0.00 0.00 5.31 0.00 5.31
Network Error None 0 0 1 0 1
0.00 0.00 7.05 0.00 7.05
Total 0 0 1 0 1
0.00 0.00 7.05 0.00 7.05
Total 0 0 1 0 1
0.00 0.00 7.05 0.00 7.05
0 0 3 0 3
0.00 0.00 5.89 0.00 5.89
Network Error None 0 0 0 1 1
0.00 0.00 0.00 0.30 0.30
Total 0 0 0 1 1
0.00 0.00 0.00 0.30 0.30
Total 0 0 0 1 1
0.00 0.00 0.00 0.30 0.30
Telecom Area Code Telephone 0 0 1 0 1
0.00 0.00 3.41 0.00 3.41
Total 0 0 1 0 1
0.00 0.00 3.41 0.00 3.41
Call/Receive None 0 0 2 0 2
0.00 0.00 0.83 0.00 0.83
Total 0 0 2 0 2
0.00 0.00 0.83 0.00 0.83
Dial Tone None 0 1 0 0 1
0.00 0.24 0.00 0.00 0.24
Total 0 1 0 0 1
0.00 0.24 0.00 0.00 0.24
Feature Telephone 0 0 1 0 1
0.00 0.00 0.23 0.00 0.23




Telecom

Telecom

Critical High Low Medium Total
Feature Total 0 0 1 0 1
0.00 0.00 0.23 0.00 0.23
Hardware None 0 0 1 0 1
0.00 0.00 0.20 0.00 0.20
Telephone 0 0 1 0 1
0.00 0.00 7.76 0.00 7.76
Total 0 0 2 0 2
0.00 0.00 3.98 0.00 3.98
None None 0 0 4 0 4
0.00 0.00 0.33 0.00 0.33
Total 0 0 4 0 4
0.00 0.00 0.33 0.00 0.33
Voice Mail None 0 0 5 0 5
0.00 0.00 0.43 0.00 0.43
Telephone 0 0 10 0 10
0.00 0.00 0.34 0.00 0.34
Total 0 0 15 0 15
0.00 0.00 0.37 0.00 0.37
Total 0 1 25 0 26
0.00 0.24 0.81 0.00 0.78
0 1 25 1 27
0.00 0.24 0.81 0.30 0.77
Call/Receive None 0 0 2 0 2
0.00 0.00 217 0.00 217
Telephone 0 0 1 0 1
0.00 0.00 0.29 0.00 0.29
Total 0 0 3 0 3
0.00 0.00 1.54 0.00 1.54
Dial Tone None 0 0 3 0 3
0.00 0.00 0.61 0.00 0.61
Telephone 0 0 1 0 1
0.00 0.00 0.39 0.00 0.39




Telecom

Application

Critical High Low Medium Total
Dial Tone Total 0 0 4 0 4
0.00 0.00 0.56 0.00 0.56
Feature Telephone 0 0 2 0 2
0.00 0.00 0.43 0.00 0.43
Total 0 0 2 0 2
0.00 0.00 0.43 0.00 0.43
Hardware None 0 0 1 1 2
0.00 0.00 0.73 0.17 0.45
Telephone 0 0 2 0 2
0.00 0.00 0.66 0.00 0.66
Total 0 0 3 1 4
0.00 0.00 0.68 0.17 0.56
None None 0 0 4 0 4
0.00 0.00 3.19 0.00 3.19
Telephone 0 0 1 0 1
0.00 0.00 1.10 0.00 1.10
Total 0 0 5 0 5
0.00 0.00 2.77 0.00 2.77
Total 0 0 17 1 18
0.00 0.00 1.39 0.17 1.32
0 0 17 1 18
0.00 0.00 1.39 0.17 1.32
Error Women, Infant, 0 1 5 1 7
and Children 0.00 0.00 0.03 0.06 0.03
Total 0 1 5 1 7
0.00 0.00 0.03 0.06 0.03
Password Women, Infant, 0 0 1 0 1
and Children 0.00 0.00 0.00 0.00 0.00
Total 0 0 1 0 1
0.00 0.00 0.00 0.00 0.00
Total 0 1 6 1 8
0.00 0.00 0.03 0.06 0.03




Critical High Low Medium Total

WIC Tech Total 0 1 6 1 8

Support 0.00 0.00 0.03 0.06 0.03

Total 2 20 721 50 793

2.47 0.88 16.01 5.45 14.92
INC000000042456 _No Tier 2 None None TIR Missed: No TIR:  0.01
Metro D Hosting Health Low Closed TTR Missed: Yes TTR1,210.33
INC000000112485 _No Tier 2 None None TIR Missed: No TIR: 0.85
Metro D Desktop Support Health Low Closed TTR Missed: No TTR: 0.85
INC000000128515 _No Tier 2 None None TIR Missed: Yes TIR: 8.54
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 102.92
INC000000131345 _No Tier 2 None None TIR Missed: No TIR:  0.08
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 67.45
INC000000132700 _No Tier 2 None None TIR Missed: Yes TIR: 20.61
Metro D Network Health Low Closed TTR Missed: Yes TTR: 52.92
INC000000134896 _No Tier 2 None None TIR Missed: Yes TIR: 3.66
Metro D Help Desk Health Low Closed TTR Missed: No TTR: 3.66
INC000000135356 _No Tier 2 None None TIR Missed: Yes TIR: 4.02
Application Support - Data Ware Health Low Closed TTR Missed: No  TTR: 4.02
INC000000135441 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 7.06
INC000000135443 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 7.93
INC000000135449 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 7.02
INC000000135513 _No Tier 2 None None TIR Missed: Yes TIR: 1.20
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.49
INC000000135515 _No Tier 2 None None TIR Missed: Yes TIR: 1.22
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.27
INC000000135729 _No Tier 2 None None TIR Missed: Yes TIR: 1.73
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.53
INC000000135753 _No Tier 2 None None TIR Missed: No TIR: 0.03
Metro A Help Desk Health Low Closed TTR Missed: No TTR: 0.00
INC000000135983 _No Tier 2 None None TIR Missed: No TIR: 0.04
Operations Production Control Health Low Closed TTR Missed: No TTR: 0.04
INC000000136201 _No Tier 2 None None TIR Missed: No TIR: 0.04
Metro D Desktop Support Health Low Closed TTR Missed: No TTR: 3.66
INC000000136262 _No Tier 2 None Novell Netware Connect TIR Missed: No  TIR: 0.02
Metro D North Desktop Support Health Low Closed TTR Missed: No TTR: 0.00
INC000000136270 _No Tier 2 None None TIR Missed: No TIR:  0.01
Metro D North Desktop Support Health Low Closed TTR Missed: No TTR: 0.00
INC000000137122 _No Tier 2 None None TIR Missed: No TIR:  0.08
Operations Production Control Health Low Closed TTR Missed: No TTR: 0.08
INC000000137182 _No Tier 2 None None TIR Missed: No TIR: 0.33




Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.44
INC000000137215 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.91
INC000000137233 _No Tier 2 None None TIRMissed: No TIR: 0.13
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000137372 _No Tier 2 None None TIRMissed: No TIR: 0.18
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 5.44
INC000000137426 _No Tier 2 None None TIR Missed: No TIR:  0.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.34
INC000000137495 _No Tier 2 None None TIR Missed: Yes TIR: 1.18
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.18
INC000000137615 _No Tier 2 None None TIR Missed: Yes TIR: 1.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.03
INC000000137814 _No Tier 2 None None TIR Missed: No TIR:  0.04
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.04
INC000000137970 _No Tier 2 None None TIR Missed: Yes TIR: 2.10
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.10
INC000000138240 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.27
INC000000138396 _No Tier 2 None None TIR Missed: No TIR:  0.30
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 1.43
INC000000138652 _No Tier 2 None None TIRMissed: No TIR: 0.66
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 2.95
INC000000138721 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.65
INC000000139153  _No Tier 2 None Novell Netware Connect TIR Missed: No TIR: 0.01
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000139285 _No Tier 2 None None TIRMissed: No TIR: 0.15
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000139371 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 5.66
INC000000140419 _No Tier 2 None None TIRMissed: No TIR:  0.07
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.11
INC000000140576 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.74
INC000000140771 _No Tier 2 None None TIR Missed: No TIR:  0.03
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.03
INC000000140967 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 2.77
INC000000141037 _No Tier 2 None None TIR Missed: No TIR:  0.06
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.06
INC000000141238 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000141291  _No Tier 2 None Internet Explorer TIR Missed: No TIR: 0.03
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000141313 _No Tier 2 None None TIR Missed: No TIR:  0.08
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.08
INC000000141411 _No Tier 2 None None TIR Missed: No TIR: 0.80



Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 19.31
INC000000141419 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 0.72
INC000000141433  _No Tier 2 None None TIR Missed: Yes TIR: 1.49
Capitol Hosting Health Critical Closed TTR Missed: No TTR: 1.49
INC000000141474 _No Tier 2 None None TIR Missed: No TIR:  0.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000141672 _No Tier 2 None None TIR Missed: Yes TIR: 1.55
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.55
INC000000141708 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.68
INC000000141818 _No Tier 2 None None TIRMissed: No TIR: 0.22
Operations Production Control Health Low Closed TTR Missed: No  TTR: 1.14
INC000000141900 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.37
INC000000142104 _No Tier 2 None None TIR Missed: No TIR:  0.08
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 1.20
INC000000142151 _No Tier 2 None None TIRMissed: No TIR:  0.07
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.08
INC000000142347 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.59
INC000000142355 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.23
INC000000142370 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.22
INC000000142604 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.22
INC000000142721  _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.34
INC000000143186 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143285 _No Tier 2 None None TIRMissed: No TIR: 0.55
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 48.09
INC000000143292 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Hosting Health Low Closed TTR Missed: No  TTR: 0.99
INC000000143309 _No Tier 2 None Novell Netware Connect TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143317 _No Tier 2 None Novell Netware Connect TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143496 _No Tier 2 None None TIRMissed: No TIR: 0.77
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 36.11
INC000000143512 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 49.83
INC000000143678 _No Tier 2 None None TIR Missed: Yes TIR: 1.88
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.90
INC000000143679 _No Tier 2 None None TIRMissed: No TIR: 0.37
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.45
INC000000143790 _No Tier 2 None None TIR Missed: No TIR:  0.00



Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143863 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000144034 _No Tier 2 None None TIR Missed: No  TIR: 0.19
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.19
INC000000144037 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000144425 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000144428 _No Tier 2 None None TIR Missed: No TIR:  0.11
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.66
INC000000144489 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.49
INC000000144603 _No Tier 2 None None TIR Missed: Yes TIR: 2.36
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 2.36
INC000000144605 _No Tier 2 None None TIR Missed: No TIR:  0.00
INC000000144605 _No Tier 2 None None TIR Missed: Yes TIR: 2.63
Metro D Desktop Support Health Medium Resolved TTR Missed: No  TTR: 0.00
Metro D Desktop Support Health Medium Resolved TTR Missed: Yes TTR: 4.94
INC000000144606 _No Tier 2 None None TIR Missed: Yes TIR: 2.04
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 11.00
INC000000144757 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000144880 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 28.62
INC000000145085 _No Tier 2 None None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 65.98
INC000000145241 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000145359 _No Tier 2 None None TIR Missed: No TIR: 0.06
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 10.17
INC000000145366 _No Tier 2 None None TIRMissed: No TIR:  0.07
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 45.26
INC000000145383 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000145544 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.52
INC000000145745 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.25
INC000000146003 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000146471 _No Tier 2 None None TIR Missed: No TIR:  0.06
Metro D Desktop Support Health Medium Resolved TTR Missed: No  TTR: 2.32
INC000000146481 _No Tier 2 None None TIR Missed: No TIR:  0.06
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.88
INC000000146506 _No Tier 2 None None TIRMissed: No TIR: 0.05
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.05
INC000000146735 _No Tier 2 None None TIR Missed: Yes TIR: 1.71



Metro D Hosting Health Medium Resolved TTR Missed: Yes TTR: 7.11
INC000000147134 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000147258 _No Tier 2 None None TIR Missed: Yes TIR: 1.08
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 1.08
INC000000147432 _No Tier 2 None None TIR Missed: Yes TIR: 1.69
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.16
INC000000147433 _No Tier 2 None None TIR Missed: Yes TIR: 1.78
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 1.78
INC000000147443 _No Tier 2 None None TIRMissed: No TIR: 0.25
Metro D Network Health Low Resolved TTR Missed: No TTR: 2.71
INC000000147446 _No Tier 2 None None TIR Missed: Yes TIR:  1.81
Metro D Desktop Support Health Medium Resolved TTR Missed: No  TTR: 2.52
INC000000147449 _No Tier 2 None None TIRMissed: No TIR: 0.26
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 2.73
INC000000147450 _No Tier 2 None None TIRMissed: No TIR: 0.27
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 2.76
INC000000147453 _No Tier 2 None None TIR Missed: Yes TIR: 1.82
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.94
INC000000147704 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000147925 _No Tier 2 None Novell Netware Connect TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148192 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148284 _No Tier 2 None None TIR Missed: Yes TIR: 1.32
Metro B Help Desk Health Low Resolved TTR Missed: Yes TTR: 9.27
INC000000148651 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148778 _No Tier 2 None None TIR Missed: Yes TIR: 2.80
Metro D Hosting Health Medium Resolved TTR Missed: Yes TTR: 5.12
INC000000148975 _No Tier 2 None None TIRMissed: No TIR: 0.16
INC000000148975 _No Tier 2 None None TIRMissed: No TIR: 0.17
Metro D Hosting Health High Resolved TTR Missed: No  TTR: 0.16
Metro D Hosting Health High Resolved TTR Missed: Yes TTR: 3.60
INC000000148983 _No Tier 2 None None TIR Missed: No TIR:  0.09
Metro D Hosting Health Critical Resolved TTR Missed: Yes TTR: 3.44
INC000000150054 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000150459 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.76
INC000000150472 _No Tier 2 None None TIR Missed: No TIR:  0.60
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.60
INC000000151252 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.06
INC000000151266 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 4.49
INC000000151294 _No Tier 2 None None TIR Missed: No TIR:  0.00



Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.07
INC000000151731 _No Tier 2 None None TIRMissed: No TIR: 0.24
Metro D Hosting Health High Resolved TTR Missed: No  TTR: 1.09
INC000000151751 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.05
INC000000152016 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.03
Application
INC000000020373  Application Reporting None TIR Missed: Yes TIR:1,510.08
Metro D Hosting Health Low Closed TTR Missed: Yes TTR1,510.08
INC000000058308  Application Error MMIS Data Warehouse TIR Missed: Yes TIR:1,037.12
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTRj,037.12
INC000000075654  Application Error Medicaid Managed Inforn TIR Missed: Yes TIR: 844.21
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 844.21
INC000000077902  Application Error Medicaid Managed Care TIR Missed: Yes TIR: 757.70
Application Support - Oracle Health Low Closed TTR Missed: Yes TTR: 757.70
INC000000108916  Application Error Medicaid Managed Care TIR Missed: No TIR: 0.34
Application Support - Oracle Health Low Resolved TTR Missed: Yes TTR: 461.09
INC000000112238  Application Error Oracle Client Software TIR Missed: Yes TIR: 411.24
Application Support - Oracle Health Low Resolved TTR Missed: Yes TTR: 411.24
INC000000114617  Application Error Medicaid Managed Inforn TIR Missed: Yes TIR: 392.09
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 392.09
INC000000115373  Application Error None TIR Missed: Yes TIR: 380.16
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 380.16
INC000000116032  Application Reporting Medicaid Managed Inforn TIR Missed: Yes TIR: 370.97
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 370.97
INC000000123616  Application None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.42
Metro D Hosting Health Low Closed TTR Missed: No TTR: 1.42
INC000000126344  Application None None TIR Missed: Yes TIR: 4.74
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 4.74
INC000000128952  Application None None TIR Missed: Yes TIR: 240
Network Operations Health Low Closed TTR Missed: No  TTR: 240
INC000000130082  Application Reporting None TIRMissed: No TIR: 0.16
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 84.97
INC000000131956  Application Reporting Citrix ICA Client TIR Missed: Yes TIR: 1.45
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.45
INC000000133922  Application Error Novell GroupWise 32-bit TIR Missed: No TIR: 0.30
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 111.31
INC000000134212  Application Error None TIRMissed: No TIR: 0.16
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 72.10
INC000000134474  Application Password None TIR Missed: Yes TIR: 2.12
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.95
INC000000134512  Application Error WebTrends TIRMissed: No TIR: 048
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 107.87
INC000000134623  Application Reporting None TIR Missed: Yes TIR: 21.11
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 23.42
INC000000135387  Application Password Novell Client for 32-bit W TIR Missed: No TIR: 0.63
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.63




INC000000135519  Application Error Apex Data Loader TIRMissed: No TIR: 1.15
INC000000135519  Application Error Apex Data Loader TIR Missed: Yes TIR: 2.34
INC000000135519  Application Error Apex Data Loader TIR Missed: No  TIR: 2.05
Metro D Hosting Health Medium Closed TTR Missed: No  TTR: 1.15
Metro D Hosting Health Medium Closed TTR Missed: No TTR: 2.39
Metro D Hosting Health Medium Closed TTR Missed: No  TTR: 3.14
INC000000135520  Application Error Reflection for UNIX and [ TIR Missed: No  TIR: 0.97
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 7.83
INC000000135558  Application Password Utah Master Directory TIR Missed: Yes TIR: 2.25
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.25
INC000000135560  Application Error Laboratory Information M TIR Missed: No  TIR: 0.89
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.89
INC000000135574  Application Error None TIR Missed: Yes TIR: 1.99
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.05
INC000000135598  Application Error Novell GroupWise TIR Missed: Yes TIR: 3.40
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 5.57
INC000000135602  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.92
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.92
INC000000135604  Application Password Utah Master Directory TIR Missed: No TIR: 0.17
Help Desk Health Low Closed TTR Missed: No  TTR: 0.17
INC000000135634  Application Error Citrix MetaFrame TIR Missed: Yes TIR: 1.54
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.42
INC000000135645  Application Error Citrix MetaFrame TIR Missed: Yes TIR: 2.34
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.65
INC000000135656  Application Reporting BlackBerry TIR Missed: No TIR: 0.10
Capitol Desktop Support Health Low Closed TTR Missed: No  TTR: 5.68
INC000000135671  Application Error Apex Data Loader TIR Missed: No TIR: 0.09
INC000000135671  Application Error Apex Data Loader TIR Missed: Yes TIR: 5.91
Metro D Hosting Health Medium Closed TTR Missed;: No TTR: 0.09
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 6.90
INC000000135700  Application Error None TIRMissed: No TIR: 0.97
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.97
INC000000135711  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.25
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.25
INC000000135712  Application Error None TIRMissed: No TIR: 0.25
Help Desk Health Low Closed TTR Missed: No  TTR: 0.61
INC000000135727  Application Error None TIR Missed: No TIR: 0.87
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.16
INC000000135734  Application Error SAS TIR Missed: Yes TIR: 5.46
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 5.46
INC000000135774  Application Password None TIRMissed: No TIR: 0.12
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.12
INC000000135779  Application Error Laboratory Information M TIR Missed: No TIR: 0.53
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.89
INC000000135794  Application Password Utah Master Directory TIR Missed: No TIR: 0.59
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.59
INC000000135802  Application Reporting None TIR Missed: No TIR:  0.39
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 149




INC000000135822  Application Password Citrix MetaFrame TIR Missed: No  TIR: 0.99
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.92
INC000000135833  Application Error Novell GroupWise TIR Missed: No  TIR: 0.06
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.18
INC000000135836  Application Error Childrens Health Insuran: TIR Missed: Yes TIR: 5.58
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.58
INC000000135890  Application Error Novell GroupWise TIR Missed: No  TIR: 0.13
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.40
INC000000135897  Application Error None TIR Missed: Yes TIR: 4.94
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 94.31
INC000000135905  Application Error Citrix MetaFrame TIR Missed: Yes TIR:  1.11
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.93
INC000000135970  Application Error Newborn Screening - Lat TIR Missed: Yes TIR: 3.66
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.66
INC000000135980  Application Error None TIR Missed: No TIR:  0.56
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.94
INC000000135997  Application Error None TIRMissed: No TIR: 0.94
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 2.03
INC000000136006  Application Error None TIR Missed: Yes TIR:  3.71
Security Health Low Closed TTR Missed: No  TTR: 4.45
INC000000136045  Application Error None TIR Missed: No TIR:  0.50
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.60
INC000000136048  Application Reporting None TIRMissed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.03
INC000000136089  Application Error None TIRMissed: No TIR: 0.37
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.37
INC000000136103  Application Error Novell Messenger TIR Missed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.61
INC000000136143  Application Error None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.21
INC000000136144  Application None Content Manager TIR Missed: No TIR: 0.72
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.94
INC000000136157  Application None Content Manager TIR Missed: No TIR: 0.56
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.65
INC000000136236  Application None Novell GroupWise Admin TIR Missed: No TIR: 0.03
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.03
INC000000136288  Application Password Novell Messenger TIR Missed: No TIR: 0.48
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.48
INC000000136314  Application Error Novell GroupWise TIR Missed: No TIR: 0.30
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.12
INC000000136362  Application Error Novell Messenger TIR Missed: No TIR: 0.35
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.35
INC000000136364  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 8.80
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 8.80
INC000000136475  Application Error Novell GroupWise 32-bit TIR Missed: No TIR: 0.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.23
INC000000136558  Application Error Novell Messenger TIR Missed: No TIR: 0.52
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.52




INC000000136584  Application Error Laboratory Information M TIR Missed: Yes TIR: 1.32
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.32
INC000000136601  Application Error Laboratory Information M TIR Missed: No  TIR: 0.51
Metro D Hosting Health Medium Closed TTR Missed: No TTR: 0.90
INC000000136618  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 2.87
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.52
INC000000136675  Application Error Citrix ICA Client TIR Missed: No  TIR: 0.34
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.71
INC000000136706  Application Password Remedy Incident Manage TIR Missed: Yes TIR: 1.26
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 1.26
INC000000136734  Application Error Novell GroupWise TIR Missed: No  TIR: 0.15
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.15
INC000000136795  Application Error Novell Messenger TIR Missed: No TIR: 0.61
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.76
INC000000136880  Application Reporting Microsoft Access 2003 TIR Missed: Yes TIR: 1.24
Metro D Hosting Health Medium Closed TTR Missed: No  TTR: 3.10
INC000000136881  Application Error Laboratory Information M TIR Missed: Yes TIR: 2.42
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.42
INC000000136921  Application Error Novell GroupWise TIR Missed: Yes TIR: 2.74
Capitol Desktop Support Health Low Closed TTR Missed: No  TTR: 2.74
INC000000136974  Application Error Novell Messenger TIR Missed: No TIR: 0.07
Help Desk Health Low Closed TTR Missed: No  TTR: 0.07
INC000000136992  Application Error Novell Messenger TIR Missed: No TIR: 0.05
Help Desk Health Low Closed TTR Missed: No  TTR: 0.05
INC000000137034  Application Error Java Runtime Environme TIR Missed: No  TIR: 0.98
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.52
INC000000137241  Application Error Citrix ICA Client TIR Missed: No TIR: 0.04
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.04
INC000000137275  Application Password Novell GroupWise TIR Missed: No TIR: 0.30
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.30
INC000000137307  Application Error None TIRMissed: No TIR: 0.32
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.69
INC000000137362  Application Reporting iPhone TIR Missed: Yes TIR: 2.57
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 8.42
INC000000137536  Application Error Novell Messenger TIR Missed: No TIR: 0.11
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.11
INC000000137641  Application None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.02
Metro D Help Desk Health Low Closed TTR Missed: Yes TTR: 20.99
INC000000137653  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.06
WIC Tech Support Health Medium Closed TTR Missed: No  TTR: 0.06
INC000000137714  Application Error Internet Explorer TIR Missed: No TIR: 0.39
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 18.33
INC000000137737  Application Error BMI TIR Missed: No TIR:  0.30
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.42
INC000000137785  Application Error None TIR Missed: Yes TIR: 5.13
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.67
INC000000137886  Application Password None TIR Missed: Yes TIR: 1.63
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.63




INC000000137889  Application Error None TIR Missed: No TIR:  0.03
Help Desk Health Low Closed TTR Missed: No  TTR: 0.03
INC000000137918  Application Error Microsoft Word TIR Missed: No TIR:  0.60
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.97
INC000000138021  Application Password Novell GroupWise TIR Missed: No  TIR: 0.95
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.15
INC000000138075  Application None Internet Explorer TIR Missed: No  TIR: 0.05
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.83
INC000000138099  Application Error Citrix ICA Client TIR Missed: No  TIR: 0.96
Metro D Network Health Low Closed TTR Missed: No  TTR: 0.96
INC000000138112  Application Reporting None TIRMissed: No TIR: 0.19
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.78
INC000000138141  Application Reporting None TIR Missed: No TIR:  0.59
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 10.52
INC000000138217  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.04
WIC Tech Support Health Low Closed TTR Missed: No  TTR: 0.04
INC000000138224  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.13
WIC Tech Support Health Low Closed TTR Missed: No  TTR: 0.13
INC000000138286  Application Password Citrix ICA Client TIR Missed: Yes TIR: 1.15
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 12.40
INC000000138291  Application Error Laboratory Information M TIR Missed: No TIR: 0.00
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.00
INC000000138436  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.53
INC000000138466  Application Error Novell GroupWise TIR Missed: No TIR: 0.50
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.83
INC000000138472  Application Error Laboratory Information M TIR Missed: No TIR: 0.76
Metro D Hosting Health Medium Closed TTR Missed: No  TTR: 1.62
INC000000138489  Application Error Novell GroupWise TIR Missed: No TIR: 0.13
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.13
INC000000138516  Application Error PGP TIRMissed: No TIR:  0.02
Application Support - WIC Health Low Closed TTR Missed: No  TTR: 0.02
INC000000138519  Application Error Internet Explorer TIR Missed: No TIR: 0.51
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 1.30
INC000000138567  Application Error Newborn Screening - Lat TIR Missed: No TIR: 0.75
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.76
INC000000138627  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 2.1
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.23
INC000000138650  Application Error BlueZone TIR Missed: Yes TIR: 115.90
Operations Production Control Health Low Resolved TTR Missed: Yes TTR: 115.90
INC000000138724  Application Error None TIR Missed: Yes TIR: 15.30
Metro C Desktop Support Health Low Resolved TTR Missed: Yes TTR: 104.16
INC000000138776  Application Error Novell GroupWise TIR Missed: No TIR: 0.19
Help Desk Health Low Closed TTR Missed: No  TTR: 0.19
INC000000138801  Application Error None TIRMissed: No TIR: 0.05
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 12.60
INC000000138841  Application Error Laboratory Information M TIR Missed: Yes TIR: 8.01
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 8.01




INC000000138888  Application Error Novell GroupWise TIR Missed: No  TIR: 0.19
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.39
INC000000138932  Application Error Novell Messenger TIR Missed: No  TIR: 0.11
Help Desk Health Low Closed TTR Missed: No  TTR: 0.11
INC000000139028  Application Error Corel WordPerfect TIR Missed: No  TIR: 0.71
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.04
INC000000139131  Application Error Microsoft Office TIR Missed: No  TIR: 0.77
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.88
INC000000139182  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.11
Help Desk Health Low Closed TTR Missed: No  TTR: 0.11
INC000000139183  Application Reporting None TIRMissed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.48
INC000000139290  Application Error Novell GroupWise TIR Missed: Yes TIR: 3.89
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.89
INC000000139298  Application None Novell GroupWise TIR Missed: No TIR: 0.40
Capitol Hosting Health Low Closed TTR Missed: No  TTR: 0.68
INC000000139484  Application Error Medicaid Managed Inforn TIR Missed: No TIR: 0.73
Operations Production Control Health Low Closed TTR Missed: No  TTR: 1.12
INC000000139585  Application Error Citrix ICA Client TIR Missed: Yes TIR: 1.49
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.49
INC000000139593  Application Error None TIR Missed: No TIR:  0.38
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.55
INC000000139741  Application None Novell Client for 32-bit W TIR Missed: No TIR: 0.36
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 0.86
INC000000139849  Application Error None TIRMissed: No TIR: 0.72
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.77
INC000000139859  Application Error None TIR Missed: Yes TIR: 1.27
Capitol Hosting Health High Closed TTR Missed: No  TTR: 1.27
INC000000139977  Application None Microsoft Windows XP Pi TIR Missed: No TIR: 0.01
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.01
INC000000140071  Application Error None TIR Missed: No TIR: 0.18
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.33
INC000000140113  Application Error Novell GroupWise TIR Missed: No TIR: 0.05
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.05
INC000000140121  Application Password Women, Infant, and Chilc TIR Missed: No TIR: 0.02
Application Support - WIC Health Low Closed TTR Missed: No  TTR: 0.02
INC000000140191  Application Error Citrix ICA Client TIR Missed: Yes TIR: 1.09
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 1.09
INC000000140217  Application None Novell GroupWise TIR Missed: No TIR: 0.85
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.06
INC000000140268  Application Reporting Microsoft Excel TIR Missed: No TIR: 0.24
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.21
INC000000140616  Application Error Novell GroupWise TIR Missed: No TIR: 0.08
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.57
INC000000140714  Application Error Novell GroupWise TIR Missed: No TIR: 0.11
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.54
INC000000140987  Application Error None TIR Missed: Yes TIR: 1.33
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.06




INC000000141428  Application Error National Electronic Disea TIR Missed: No  TIR: 0.17
INC000000141428  Application Error National Electronic Disea TIR Missed: No  TIR: 0.19
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.17
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.62
INC000000141798  Application Error Newborn Screening - Lakt TIR Missed: Yes TIR: 1.39
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.39
INC000000141810  Application Error None TIR Missed: Yes TIR: 1.57
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.11
INC000000141824  Application Reporting None TIR Missed: Yes TIR: 4.62
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.62
INC000000141855  Application Error Novell GroupWise TIR Missed: Yes TIR: 2.79
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 14.04
INC000000141888  Application Error BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000141893  Application Error Remedy Incident Manage TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000141975  Application None None TIRMissed: No TIR: 0.23
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.23
INC000000141988  Application Password None TIR Missed: No TIR:  0.33
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.70
INC000000142052  Application Error None TIR Missed: No TIR:  0.60
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.95
INC000000142076  Application Reporting Oracle Database 10g TIR Missed: No TIR: 0.56
Application Support - Oracle ~ Health Low Closed TTR Missed: No  TTR: 0.56
INC000000142088  Application Error Novell GroupWise TIR Missed: No TIR: 0.32
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.39
INC000000142238  Application Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.53
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 2.53
INC000000142480  Application Error None TIRMissed: No TIR: 0.27
INC000000142480  Application Error None TIR Missed: No TIR:  0.38
INC000000142480  Application Error None TIR Missed: No TIR:  0.38
Metro D Network Health Medium Resolved TTR Missed: No  TTR: 0.27
Metro D Network Health Medium Resolved TTR Missed: No  TTR: 0.38
Metro D Network Health Medium Resolved TTR Missed: Yes TTR: 6.94
INC000000142516  Application None Novell GroupWise TIR Missed: No TIR: 0.24
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.24
INC000000142874  Application Error None TIR Missed: Yes TIR: 2.56
Metro D Network Health Low Resolved TTR Missed: Yes TTR: 15.82
INC000000143040  Application Error Citrix ICA Client TIR Missed: Yes TIR: 5.48
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.48
INC000000143152  Application Error Newborn Screening - Lat TIR Missed: Yes TIR: 4.54
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 7.14
INC000000143445  Application Error None TIR Missed: No TIR:  0.69
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.35
INC000000143735  Application Error None TIRMissed: No TIR:  0.20
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.85
INC000000143774  Application Error None TIR Missed: Yes TIR: 11.65
Metro D Network Health Low Resolved TTR Missed: Yes TTR: 11.65




INC000000143785  Application Error None TIR Missed: Yes TIR: 5.42
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 5.42
INC000000143932  Application None Microsoft Office Enterpris TIR Missed: No  TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 19.95
INC000000143935  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 51.55
INC000000143979  Application Error Novell GroupWise TIR Missed: No  TIR: 0.33
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.08
INC000000144010  Application Password Medicaid Managed Inforn TIR Missed: No  TIR: 0.42
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.42
INC000000144081  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000144104  Application Error CA SiteMinder TIR Missed: Yes TIR: 5.91
Security Health Low Resolved TTR Missed: Yes TTR: 6.17
INC000000144120  Application Error None TIRMissed: No TIR:  0.51
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.51
INC000000144125  Application Error None TIRMissed: No TIR: 0.10
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.27
INC000000144266  Application Error Medicaid Managed Inforn TIR Missed: Yes TIR: 40.95
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 40.95
INC000000144268  Application Error Adobe Acrobat TIRMissed: No TIR:  0.69
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.00
INC000000144332  Application Error None TIRMissed: No TIR: 044
Application Support - Oracle Health Low Closed TTR Missed: No  TTR: 0.44
INC000000144632  Application Error Citrix ICA Client TIR Missed: No TIR: 0.67
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 0.78
INC000000144635  Application Error Internet Explorer TIR Missed: Yes TIR: 1.88
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 1.88
INC000000144687  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.29
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.50
INC000000144694  Application None Novell GroupWise TIR Missed: Yes TIR: 2.01
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 16.77
INC000000144704  Application Reporting Internet Explorer TIR Missed: Yes TIR: 1.97
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.09
INC000000144716  Application Error Novell GroupWise TIR Missed: Yes TIR: 2.59
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 9.97
INC000000144734  Application Reporting Novell Messenger TIR Missed: Yes TIR: 212
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 12.74
INC000000144747  Application Error Microsoft Windows XP Pi TIR Missed: Yes TIR: 3.17
Metro C Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.17
INC000000144824  Application Error Novell Messenger TIR Missed: Yes TIR: 1.12
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 1.12
INC000000144837  Application Password Medicaid Managed Inforn TIR Missed: No TIR: 0.73
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.73
INC000000145013  Application Error Microsoft Excel TIR Missed: No TIR: 0.30
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.52
INC000000145050  Application Error None TIRMissed: No TIR: 0.15
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 5.90




INC000000145063  Application Error Windows Media Player TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000145072  Application Reporting Medicaid Managed Care TIR Missed: No  TIR: 0.38
Application Support - Oracle Health Low Resolved TTR Missed: Yes TTR: 31.34
INC000000145083  Application Error None TIRMissed: No TIR: 0.27
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.27
INC000000145114  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.68
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.68
INC000000145128  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.65
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.51
INC000000145225  Application Error SAFE TIR Missed: No TIR:  0.08
Metro B Help Desk Health Low Resolved TTR Missed: No  TTR: 0.15
INC000000145343  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.03
INC000000145571  Application Error None TIR Missed: No TIR:  0.52
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.51
INC000000145603  Application Error Newborn Screening - Lat TIR Missed: Yes TIR: 2.80
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.58
INC000000145740  Application Error Novell GroupWise TIR Missed: No TIR: 0.23
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.39
INC000000145866  Application Password Medicaid Managed Inforn TIR Missed: No TIR: 0.53
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.53
INC000000145893  Application Error Internet Explorer TIR Missed: No TIR: 0.66
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.33
INC000000145943  Application Error None TIRMissed: No TIR: 0.49
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 10.66
INC000000145953  Application Reporting Adobe Acrobat TIRMissed: No TIR: 0.35
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.17
INC000000145967  Application Error PGP TIR Missed: No TIR:  0.00
Rural Central Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000146047  Application Password Citrix MetaFrame TIR Missed: No TIR: 0.39
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.37
INC000000146074  Application Error None TIRMissed: No TIR:  0.07
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.14
INC000000146090  Application Error Medicaid Managed Care TIR Missed: No TIR: 0.83
Application Support - Oracle Health Low Resolved TTR Missed: No  TTR: 0.83
INC000000146128  Application Error Medicaid Managed Care TIR Missed: No TIR: 0.30
Application Support - Oracle Health Low Resolved TTR Missed: No  TTR: 0.30
INC000000146169  Application Password Utah Master Directory TIR Missed: No TIR: 0.96
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.07
INC000000146180  Application Error Newborn Screening - Lat TIR Missed: No TIR: 0.41
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.58
INC000000146208  Application Error None TIR Missed: Yes TIR: 6.34
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 7.09
INC000000146222  Application Error Novell GroupWise TIR Missed: No TIR: 0.64
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.70
INC000000146294  Application Error None TIR Missed: Yes TIR: 17.84
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 17.84




INC000000146310  Application Error Medicaid Managed Inforn TIR Missed: No  TIR: 0.60
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.76
INC000000146404  Application Error None TIR Missed: No TIR: 0.36
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.52
INC000000146615  Application Error None TIR Missed: Yes TIR: 3.02
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 18.45
INC000000146672  Application Error Novell GroupWise TIR Missed: No  TIR: 0.05
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.57
INC000000146734  Application Reporting Medicaid Managed Care TIR Missed: No  TIR: 0.57
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.45
INC000000146807  Application Error None TIR Missed: Yes TIR: 3.38
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 6.03
INC000000146850  Application Password Medicaid Managed Inforn TIR Missed: No TIR: 0.23
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.34
INC000000146891  Application Error None TIRMissed: No TIR:  0.51
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.38
INC000000147008  Application Reporting None TIR Missed: Yes TIR: 4.17
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 13.78
INC000000147201  Application None None TIR Missed: No TIR:  0.00
Capitol Hosting Health Low Resolved TTR Missed: No  TTR: 1.16
INC000000147209  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.48
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.81
INC000000147310  Application Error None TIRMissed: No TIR: 0.25
Capitol Hosting Health High Resolved TTR Missed: No  TTR: 0.25
INC000000147509  Application Error Citrix ICA Client TIR Missed: Yes TIR: 3.1
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.11
INC000000147528  Application Password Citrix MetaFrame TIR Missed: Yes TIR: 2.92
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 10.92
INC000000147530  Application Error None TIR Missed: Yes TIR: 2.92
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.05
INC000000147550  Application Error None TIR Missed: Yes TIR: 2.74
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 15.74
INC000000147583  Application Reporting None TIR Missed: Yes TIR:  1.41
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.65
INC000000147672  Application Password None TIRMissed: No TIR:  0.51
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 2.14
INC000000147807  Application Error Medicaid Managed Care TIR Missed: No TIR: 0.42
Application Support - Oracle Health Low Resolved TTR Missed: No  TTR: 0.42
INC000000147933  Application Error Utah Master Directory TIR Missed: No TIR: 0.08
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.08
INC000000148029  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.29
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.29
INC000000148124  Application Error Novell GroupWise TIR Missed: No TIR: 0.79
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.43
INC000000148133  Application Error Medicaid Managed Inforn TIR Missed: No TIR: 0.58
Application Support - MMIS Health Low Resolved TTR Missed: No  TTR: 0.58
INC000000148143  Application Error None TIR Missed: Yes TIR: 1.21
Application Support - MMIS Health Low Resolved TTR Missed: No  TTR: 2.20




INC000000148159  Application None Acrobat Reader TIR Missed: No  TIR: 0.33
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.52
INC000000148432  Application Error None TIRMissed: No TIR: 0.76
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.59
INC000000148446  Application Error Citrix ICA Client TIR Missed: No  TIR: 0.25
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.25
INC000000148462  Application Password BlueZone TIR Missed: No TIR: 0.80
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.80
INC000000148609  Application Error Adobe InDesign TIRMissed: No TIR: 042
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.11
INC000000148650  Application Error Dentrix TIR Missed: No  TIR: 0.54
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.54
INC000000148671  Application Password Novell GroupWise TIR Missed: No TIR: 0.11
Help Desk Health Low Resolved TTR Missed: No TTR: 0.11
INC000000148675  Application Password Utah Master Directory TIR Missed: No TIR: 0.60
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.60
INC000000148912  Application Error None TIR Missed: Yes TIR: 1.06
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 1.86
INC000000148973  Application Error State Payroll Time Entry TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148981  Application Error None TIRMissed: No TIR: 0.12
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.48
INC000000149035  Application Error PGP TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149075  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149095  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149114  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health High Resolved TTR Missed: No  TTR: 0.00
INC000000149130  Application Error Electronic Death Entry Ne TIR Missed: No TIR: 0.40
Help Desk Health High Resolved TTR Missed: No  TTR: 0.40
INC000000149172  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149293  Application Error None TIRMissed: No TIR: 0.62
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 27.42
INC000000149299  Application Error Novell GroupWise TIR Missed: No TIR: 0.08
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 6.31
INC000000149326  Application Error Citrix ICA Client TIR Missed: No TIR: 0.41
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 0.61
INC000000149410  Application Error None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149524  Application Reporting Microsoft Word TIR Missed: No TIR: 0.23
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.63
INC000000149559  Application Password Novell Messenger TIR Missed: Yes TIR: 1.82
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 1.82
INC000000149560  Application Error Novell GroupWise TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.26




INC000000149572  Application Error None TIR Missed: No TIR:  0.06
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.87
INC000000149618  Application None Novell GroupWise 32-bit TIR Missed: No  TIR: 0.42
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.01
INC000000149686  Application Password Medicaid Managed Inforn TIR Missed: No  TIR: 0.41
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.62
INC000000149987  Application Password BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000150362  Application Error Laboratory Information M TIR Missed: No  TIR: 0.36
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.36
INC000000150497  Application Error None TIRMissed: No TIR:  0.71
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 5.31
INC000000150509  Application Error None TIRMissed: No TIR: 0.75
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 2.07
INC000000150521  Application Error None TIRMissed: No TIR: 0.40
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.40
INC000000150633  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.01
INC000000150727  Application Password Citrix MetaFrame TIR Missed: Yes TIR: 1.90
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 2.06
INC000000150879  Application Error FileMaker TIRMissed: No TIR: 0.27
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.51
INC000000150915  Application Error FileMaker TIR Missed: No TIR:  0.08
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.21
INC000000150931  Application Password Medicaid Managed Inforn TIR Missed: No TIR: 0.36
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.36
INC000000150994  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.04
INC000000150996  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.04
INC000000151033  Application Reporting BlueZone TIR Missed: No TIR: 0.29
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.56
INC000000151087  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.62
INC000000151270  Application Error Medicaid Managed Inforn TIR Missed: No TIR: 0.58
Operations Production Control Health Medium Resolved TTR Missed: No  TTR: 0.58
INC000000151316  Application Password Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000151543  Application Error Microsoft Windows XP Pi TIR Missed: Yes TIR: 212
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.37
INC000000151604  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.55
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.03
INC000000151664  Application Error None TIR Missed: Yes TIR: 1.76
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.66
INC000000151665  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.04
INC000000151807  Application Error Medicaid Managed Inforn TIR Missed: No TIR: 0.74
Operations Production Control Health Low Resolved TTR Missed: No TTR: 1.00




Billing

INC000000135050 Billing None ARIES TIR Missed: Yes TIR: 17.84
Billing Health Low Closed TTR Missed: Yes TTR: 17.84
EIS Hardware
INC000000136954  EIS Hardware Printer None TIRMissed: No TIR: 0.05
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.62
INC000000150932  EIS Hardware None None TIR Missed: Yes TIR: 1.47
Diebold Health Low Resolved TTR Missed: No  TTR: 5.67
Mainframe
INC000000135583  Mainframe Password Medicaid Managed Inforn TIR Missed: No  TIR: 0.15
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.15
INC000000136964  Mainframe Password Medicaid Managed Inforn TIR Missed: No TIR: 0.18
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.25
INC000000137067  Mainframe Password Medicaid Managed Inforn TIR Missed: No TIR: 0.36
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.36
INC000000137133  Mainframe Error BlueZone TIRMissed: No TIR: 0.35
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.35
INC000000138569  Mainframe Password BlueZone TIRMissed: No TIR: 0.94
Operations Production Control Health Low Closed TTR Missed: No  TTR: 1.19
INC000000138794  Mainframe Password BlueZone TIR Missed: Yes TIR:  2.11
Operations Production Control Health Low Closed TTR Missed: No  TTR: 2.27
INC000000141043  Mainframe Password Medicaid Managed Inforn TIR Missed: No TIR: 0.22
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.22
INC000000142582  Mainframe Password BlueZone TIR Missed: Yes TIR: 1.20
Operations Production Control Health Low Closed TTR Missed: No  TTR: 1.20
INC000000143854  Mainframe Error BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000145678  Mainframe Password BlueZone TIRMissed: No TIR: 048
Operations Production Control Health Low Resolved TTR Missed: No TTR: 1.01
INC000000147092  Mainframe Password None TIR Missed: Yes TIR: 3.03
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 3.06
INC000000147691 Mainframe None Medicaid Managed Inforn TIR Missed: No TIR: 0.35
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.35
INC000000147973  Mainframe Password BlueZone TIR Missed: Yes TIR: 1.88
Operations Production Control Health Low Resolved TTR Missed: No TTR: 1.88
INC000000148122  Mainframe Error None TIRMissed: No TIR: 0.24
Application Support - MMIS Health High Resolved TTR Missed: Yes TTR: 3.18
INC000000148384  Mainframe Error BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149610  Mainframe Password BlueZone TIRMissed: No TIR: 0.19
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.36
INC000000149659  Mainframe Password None TIR Missed: No TIR:  0.69
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.99
INC000000149956  Mainframe Password None TIRMissed: No TIR: 0.14
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.73
INC000000150385  Mainframe Error None TIRMissed: No TIR: 0.27
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 2.10
INC000000151395  Mainframe Password None TIR Missed: No TIR:  0.00



Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000151476  Mainframe Password BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
Mobile Devices
INC000000136819  Mobile Devices Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.20
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.20
INC000000137726  Mobile Devices Error PalmPilot Desktop TIR Missed: No  TIR: 0.76
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 30.88
INC000000140963  Mobile Devices Error BlackBerry TIR Missed: Yes TIR: 3.07
Metro D Help Desk Health Low Resolved TTR Missed: Yes TTR: 86.47
INC000000143128  Mobile Devices None BlackBerry TIR Missed: No  TIR: 0.72
Capitol Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.67
INC000000147564  Mobile Devices Error BlackBerry TIR Missed: Yes TIR: 1.57
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 1.57
Network
INC000000123238  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.64
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 169.38
INC000000124771  Network Error None TIR Missed: Yes TIR: 1.43
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.43
INC000000132109  Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 28.64
Metro C Desktop Support Health Low Closed TTR Missed: Yes TTR: 28.64
INC000000133729  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.43
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 58.00
INC000000135739  Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.73
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.15
INC000000135740  Network Error None TIR Missed: Yes TIR: 3.61
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.98
INC000000135830  Network Performance None TIR Missed: No TIR: 0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.03
INC000000135923  Network Incident None TIR Missed: Yes TIR: 3.54
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.47
INC000000135927  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 3.46
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 4.90
INC000000135979  Network Incident None TIR Missed: Yes TIR: 2.82
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.65
INC000000136345  Network Performance None TIRMissed: No TIR: 0.17
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.17
INC000000136707  Network Error None TIRMissed: No TIR: 0.05
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.05
INC000000136862  Network Performance None TIR Missed: No TIR: 0.37
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.56
INC000000136913  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.36
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.36
INC000000137105  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.35
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.35
INC000000137620  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.31
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 1.31
INC000000137649  Network Virus Novell Client for 32-bit W TIR Missed: No TIR: 0.38



Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.97
INC000000137735  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.03
Help Desk Health Low Closed TTR Missed: No  TTR: 0.03
INC000000137852  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.32
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.32
INC000000138114  Network None None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.62
INC000000138194  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.06
Help Desk Health Low Closed TTR Missed: No  TTR: 0.06
INC000000138261 Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.00
INC000000138287  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.82
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.82
INC000000138442  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.49
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 2.49
INC000000138444  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 3.40
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 3.40
INC000000138477  Network Password None TIR Missed: Yes TIR: 248
Help Desk Health Low Closed TTR Missed: No  TTR: 2.48
INC000000138482  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.67
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 2.67
INC000000138509  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.14
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.03
INC000000138580  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.21
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 1.23
INC000000139070  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.99
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 1.10
INC000000139195  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.62
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 22.66
INC000000139257  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.91
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 53.01
INC000000139321 Network Performance None TIR Missed: No TIR: 0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.12
INC000000139353  Network Performance None TIR Missed: No TIR: 0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000139394  Network Error None TIR Missed: No TIR: 0.36
Metro C Network Health Low Closed TTR Missed: No  TTR: 0.36
INC000000139424  Network Performance None TIR Missed: No TIR: 0.70
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.12
INC000000139428  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.01
INC000000139471 Network Incident Novell Client for 32-bit W TIR Missed: Yes TIR: 1.19
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.75
INC000000139658  Network Error None TIR Missed: Yes TIR: 10.23
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 42.98
INC000000139965  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.10
Metro D Help Desk Health Low Closed TTR Missed: Yes TTR: 8.81
INC000000140017  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.52



Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 12.00
INC000000140047  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.20
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 12.40
INC000000140099  Network Incident None TIR Missed: No TIR:  0.08
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.08
INC000000140236  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.75
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.33
INC000000140272  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.21
Network Operations Health Low Closed TTR Missed: No  TTR: 3.42
INC000000140383  Network Error None TIR Missed: Yes TIR: 1.32
Metro D Hosting Health Medium Closed TTR Missed: No  TTR: 1.32
INC000000140452  Network Error Laboratory Information M TIR Missed: No TIR: 0.03
INC000000140452  Network Error Laboratory Information M TIR Missed: No TIR: 0.73
Metro D Hosting Health High Closed TTR Missed: No  TTR: 0.03
Metro D Hosting Health High Closed TTR Missed: No  TTR: 0.73
INC000000140754  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.58
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.58
INC000000141016  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.86
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 2.47
INC000000141032  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.52
INC000000141078  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.09
INC000000141262  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.56
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 19.71
INC000000141399  Network Error None TIR Missed: Yes TIR: 2.59
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.89
INC000000141412  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.75
Metro D Help Desk Health Low Closed TTR Missed: Yes TTR: 15.31
INC000000141817  Network Error None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.58
INC000000141823  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000142164  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.76
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.76
INC000000142200  Network None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.78
INC000000142241  Network Incident None TIR Missed: Yes TIR: 1.08
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 30.62
INC000000142504  Network Error Internet Explorer TIR Missed: No  TIR: 0.16
Metro D Network Health Medium Resolved TTR Missed: Yes TTR: 6.60
INC000000142750  Network Error None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000142775  Network Error None TIR Missed: No TIR: 0.18
Metro D Network Health Low Resolved TTR Missed: No  TTR: 1.37
INC000000142888  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000142994  Network None None TIRMissed: No TIR:  0.71



Network Operations Health Low Closed TTR Missed: No  TTR: 0.71
INC000000143048  Network Error None TIR Missed: No TIR: 0.84
Metro D Network Health Low Resolved TTR Missed: No TTR: 3.14
INC000000143205  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 2.99
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 19.98
INC000000143275  Network None None TIR Missed: Yes TIR: 6.78
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 7.68
INC000000143705  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.06
Help Desk Health Low Closed TTR Missed: No  TTR: 0.06
INC000000143758  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143853  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143954  Network Error None TIR Missed: Yes TIR: 3.92
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.92
INC000000144189  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.60
Metro D Network Health Low Closed TTR Missed: No  TTR: 0.64
INC000000144280  Network Error None TIR Missed: No TIR: 043
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.05
INC000000144286  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Help Desk Health High Closed TTR Missed: No  TTR: 0.00
INC000000144298  Network Error None TIR Missed: Yes TIR: 1.21
Metro D Network Health Low Closed TTR Missed: No  TTR: 1.21
INC000000144315  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 4.70
INC000000144356  Network Error None TIR Missed: Yes TIR: 4.38
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 4.38
INC000000144362  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000144516  Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.05
Capitol Desktop Support Health Low Closed TTR Missed: No  TTR: 1.42
INC000000144724  Network Error None TIR Missed: Yes TIR: 1.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.33
INC000000144738  Network Error None TIR Missed: Yes TIR: 2.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.87
INC000000144759  Network Error None TIR Missed: No TIR: 0.66
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.66
INC000000144761  Network Error None TIR Missed: No TIR: 0.32
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.44
INC000000144764  Network Error None TIR Missed: Yes TIR: 3.42
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.42
INC000000144782  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.51
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.02
INC000000144805  Network Error None TIR Missed: No TIR: 0.46
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 8.88
INC000000144815  Network Performance None TIR Missed: Yes TIR: 6.10
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 7.09
INC000000144833  Network Incident None TIR Missed: Yes TIR: 1.62



Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.62
INC000000144944  Network Performance None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000144951 Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.30
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 1.55
INC000000145044  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000145127  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.01
INC000000145252  Network Performance Novell Client for 32-bit W TIR Missed: No  TIR: 0.30
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.16
INC000000145683  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.31
Metro B Help Desk Health Low Resolved TTR Missed: No  TTR: 0.43
INC000000145786  Network Error None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000145815  Network Error None TIR Missed: Yes TIR: 4.1
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 11.09
INC000000145850  Network Error None TIR Missed: Yes TIR: 5.78
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 5.78
INC000000146068  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.08
INC000000146122  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.20
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.59
INC000000146173  Network Error None TIR Missed: Yes TIR: 7.05
Security Health Low Resolved TTR Missed: Yes TTR: 7.05
INC000000146596  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000146683  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.40
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.56
INC000000146843  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.05
INC000000147074  Network Error None TIRMissed: No TIR:  0.71
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 6.27
INC000000147235  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.23
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.23
INC000000147239  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000147241 Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.75
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.75
INC000000147355  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.10
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.12
INC000000147464  Network Error None TIR Missed: Yes TIR: 212
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 2.12
INC000000147465  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.48
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.48
INC000000147477  Network Error None TIRMissed: No TIR: 0.29
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.29
INC000000147481  Network Error None TIR Missed: No TIR:  0.30



INC000000147481  Network Error None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.30
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000147489  Network Error None TIR Missed: Yes TIR: 2.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 2.00
INC000000147494  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.15
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.15
INC000000147523  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.91
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.99
INC000000147553  Network Error None TIR Missed: No TIR:  0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000147554  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000147621  Network Error None TIR Missed: Yes TIR: 1.65
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 1.65
INC000000147748  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148027  Network Incident None TIR Missed: No TIR:  0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148041  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.37
INC000000148076  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000148151 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148225  Network None None TIR Missed: No TIR:  0.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.64
INC000000148322  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000148332  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.76
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.19
INC000000148457  Network Error None TIR Missed: No TIR: 0.05
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.61
INC000000148481 Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.84
Metro D Help Desk Health Low Resolved TTR Missed: No TTR: 1.84
INC000000148738  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.23
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.47
INC000000148741 Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.05
INC000000148764  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.22
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.44
INC000000148773  Network None None TIRMissed: No TIR: 0.78
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 0.78
INC000000148777  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.82
INC000000148945  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000149046  Network Incident None TIR Missed: No TIR:  0.00



Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.08
INC000000149372  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.42
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.42
INC000000149719  Network Performance None TIR Missed: No  TIR: 0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000149745  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.17
INC000000149762  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000149908  Network Password None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000149932  Network Error None TIRMissed: No TIR: 0.12
Voice Operations Health Medium Resolved TTR Missed: No  TTR: 0.30
INC000000150038  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000150193  Network Error None TIR Missed: No TIR:  0.00
Metro D Help Desk Health Medium Resolved TTR Missed: No  TTR: 0.00
INC000000150195  Network Error None TIR Missed: No  TIR: 0.45
Metro D Network Health Low Resolved TTR Missed: No  TTR: 0.45
INC000000150238  Network Performance None TIR Missed: Yes TIR:  4.31
Metro D Network Health Low Resolved TTR Missed: No  TTR: 4.31
INC000000150288  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.19
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 1.19
INC000000150291 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.31
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.74
INC000000150444  Network Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.03
INC000000150478  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.51
Metro D Help Desk Health Low Resolved TTR Missed: No TTR: 0.51
INC000000150614  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.19
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.48
INC000000150917  Network Error None TIR Missed: No TIR:  0.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.90
INC000000150991  Network Password None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.06
INC000000151113  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.14
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.24
PC/Laptop
INC000000129307  PC/Laptop Hardware None TIR Missed: Yes TIR: 1.10
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 96.08
INC000000134140  PC/Laptop Hardware None TIR Missed: Yes TIR:  2.01
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 36.39
INC000000134264  PC/Laptop Error None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.09
INC000000134390  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.06
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 19.51
INC000000135545  PC/Laptop Error Novell Client for 32-bit W TIR Missed: No TIR: 0.44
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.03




INC000000135832  PC/Laptop Hardware None TIR Missed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.03
INC000000135857  PC/Laptop Error None TIRMissed: No TIR: 0.34
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 17.36
INC000000135928  PC/Laptop Error None TIR Missed: No TIR:  0.39
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.80
INC000000136044  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.03
INC000000136699  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: Yes TIR: 2.1
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 34.22
INC000000136726  PC/Laptop Performance None TIR Missed: No  TIR: 0.20
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.20
INC000000136746  PC/Laptop Performance None TIR Missed: No TIR:  0.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.54
INC000000136875  PC/Laptop Performance None TIR Missed: Yes TIR: 5.39
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 5.39
INC000000137096  PC/Laptop Hardware None TIRMissed: No TIR: 0.10
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.28
INC000000137611  PC/Laptop Hardware None TIRMissed: No TIR: 0.14
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.81
INC000000137758  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.16
INC000000138048  PC/Laptop None None TIR Missed: No TIR:  0.04
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.04
INC000000139019  PC/Laptop Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.40
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 24.25
INC000000139021  PC/Laptop Hardware None TIRMissed: No TIR: 0.15
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 29.96
INC000000139546  PC/Laptop Hardware None TIRMissed: No TIR: 0.66
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.22
INC000000139703  PC/Laptop Error None TIRMissed: No TIR: 0.13
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.75
INC000000140255  PC/Laptop Hardware Novell Client for 32-bit W TIR Missed: No TIR: 0.48
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.74
INC000000140617  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.02
INC000000140619  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.04
INC000000140620  PC/Laptop Hardware None TIR Missed: No TIR:  0.08
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.97
INC000000140625  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.11
INC000000140705  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 84.68
INC000000141120  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.07
Help Desk Health Low Closed TTR Missed: No  TTR: 0.07
INC000000141151  PC/Laptop Hardware None TIR Missed: Yes TIR: 1.27
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.27




INC000000141575  PC/Laptop Password None TIR Missed: Yes TIR: 4.93
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 45.43
INC000000141891 PC/Laptop Error None TIR Missed: No  TIR: 0.96
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 65.53
INC000000142145  PC/Laptop None None TIRMissed: No TIR: 0.14
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.16
INC000000142413  PC/Laptop Error None TIR Missed: No TIR: 0.56
Metro D Network Health Low Resolved TTR Missed: Yes TTR: 7.88
INC000000143096  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.32
INC000000143166  PC/Laptop Error None TIRMissed: No TIR: 0.35
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.14
INC000000143419  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.91
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.96
INC000000143422  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000143771  PC/Laptop Hardware None TIR Missed: Yes TIR: 2.30
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.30
INC000000143828  PC/Laptop Hardware None TIRMissed: No TIR:  0.71
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.28
INC000000143868  PC/Laptop Error None TIR Missed: Yes TIR: 3.35
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.35
INC000000143943  PC/Laptop Error None TIR Missed: No TIR: 0.18
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 28.68
INC000000144387  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.04
INC000000144402  PC/Laptop Hardware None TIR Missed: No TIR:  0.11
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 8.06
INC000000144651  PC/Laptop Error None TIRMissed: No TIR: 0.85
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.52
INC000000144730  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000144803  PC/Laptop Hardware None TIRMissed: No TIR: 0.75
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.75
INC000000144974  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.03
INC000000145182  PC/Laptop Performance None TIR Missed: No TIR: 0.79
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 13.19
INC000000145480  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000145914  PC/Laptop Hardware None TIRMissed: No TIR: 048
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 6.99
INC000000146016  PC/Laptop Hardware None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.50
INC000000146203  PC/Laptop None None TIR Missed: No TIR:  0.93
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.92
INC000000146223  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 0.72




INC000000146569  PC/Laptop Error None TIR Missed: No TIR:  0.04
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.37
INC000000146705  PC/Laptop Error None TIR Missed: No  TIR: 0.08
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.09
INC000000146765  PC/Laptop Performance Internet Explorer TIR Missed: No  TIR: 0.26
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.32
INC000000147133  PC/Laptop Hardware None TIRMissed: No TIR: 047
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.47
INC000000147149  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.48
INC000000147412  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000148245  PC/Laptop Hardware None TIRMissed: No TIR: 042
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 5.13
INC000000149033  PC/Laptop Performance None TIRMissed: No TIR: 0.34
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.37
INC000000149471  PC/Laptop None None TIRMissed: No TIR: 0.16
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.12
INC000000149843  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000150638  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.44
INC000000151096  PC/Laptop None None TIR Missed: Yes TIR: 1.65
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.65
INC000000151407  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.89
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.00
INC000000151666  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.10
Print/Copy/Scan/Fax
INC000000121291  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 240
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 72.37
INC000000131037  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.29
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.50
INC000000133290  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR:  0.07
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 101.18
INC000000135593  Print/Copy/Scan/Fax None Novell iPrint TIR Missed: Yes TIR: 1.63
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.63
INC000000135974  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.38
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.38
INC000000136958  Print/Copy/Scan/Fax None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.61
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.30
INC000000137121  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.78
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.78
INC000000137199  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.13
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.90
INC000000137920  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.10
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 11.56
INC000000137969  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.12



Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.45
INC000000138340  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.96
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 88.00
INC000000138453  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.07
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.92
INC000000138524  Print/Copy/Scan/Fax Incident Novell Client for 32-bit W TIR Missed: No  TIR: 0.39
Help Desk Health Low Closed TTR Missed: No  TTR: 0.81
INC000000138708  Print/Copy/Scan/Fax None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.87
INC000000139177  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.53
INC000000139270  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.79
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 48.16
INC000000139527  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.39
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.39
INC000000139755  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.01
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.40
INC000000140271  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.32
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.28
INC000000140326  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.26
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.26
INC000000140497  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.04
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.04
INC000000140523  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR:  0.02
Metro D Help Desk Health Low Closed TTR Missed: No  TTR: 0.02
INC000000140673  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR:  0.54
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.10
INC000000141532  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.81
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.05
INC000000142335  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.26
INC000000142884  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 2.33
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.33
INC000000143094  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.32
INC000000143244  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 4.58
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.31
INC000000143421  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.03
INC000000143429  Print/Copy/Scan/Fax Error Code Microsoft Windows XP Pi TIR Missed: Yes TIR: 8.13
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 8.13
INC000000143541  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 6.66
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.66
INC000000143806  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.20
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.76
INC000000144177  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.18
INC000000144178  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00



Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.16
INC000000144179  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.16
INC000000144180  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.15
INC000000144181  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.13
INC000000144183  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.12
INC000000144473  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.24
INC000000144475  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.23
INC000000145165  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.70
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 0.70
INC000000145202  Print/Copy/Scan/Fax  Queue None TIRMissed: No TIR: 0.73
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 16.32
INC000000145730  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.13
INC000000145844  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.07
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 5.21
INC000000146040  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 045
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.63
INC000000146119  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.20
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.73
INC000000146168  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.95
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.95
INC000000146190  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.07
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.02
INC000000146252  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.06
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.55
INC000000146253  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.13
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.50
INC000000146379  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.76
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 9.14
INC000000146426  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 8.32
INC000000146429  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 8.30
INC000000146780  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.11
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.73
INC000000146882  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.07
Metro D Help Desk Health Low Resolved TTR Missed: Yes TTR: 19.98
INC000000146954  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.53
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.53
INC000000147162  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 0.76
INC000000147172  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.18



Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.18
INC000000147214  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.25
INC000000147217  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.23
INC000000147227  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.15
INC000000147230  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.13
INC000000147236  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.08
INC000000148014  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.49
INC000000148085  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.21
Help Desk Health Low Resolved TTR Missed: Yes TTR: 8.19
INC000000148236  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.83
INC000000148886  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.40
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.58
INC000000148991 Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000150564  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.13
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.63
INC000000150597  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.38
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.94
INC000000150604  Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: No TIR: 0.39
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.62
INC000000150618  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.17
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 0.53
INC000000151021 Print/Copy/Scan/Fax Incident Novell iPrint TIR Missed: No TIR: 0.00
Metro D Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000151716  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.64
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.10
Server
INC000000120621 Server Performance None TIR Missed: No  TIR: 0.27
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.27
INC000000135549  Server Error None TIR Missed: No TIR: 0.80
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 7.67
INC000000135827  Server Error None TIRMissed: No TIR: 0.15
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.15
INC000000138624  Server Error None TIR Missed: Yes TIR: 4.42
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.42
INC000000139355  Server Error None TIRMissed: No TIR: 0.15
Capitol Hosting Health Medium Closed TTR Missed;: No TTR: 0.93
INC000000139964  Server Error None TIRMissed: No TIR: 044
Capitol Hosting Health Medium Closed TTR Missed: No  TTR: 0.44
INC000000142564  Server None None TIR Missed: Yes TIR: 5.39
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.82




INC000000148949  Server Error None TIR Missed: No TIR:  0.08
INC000000148949  Server Error None TIR Missed: No TIR:  0.09
Metro D Hosting Health High Resolved TTR Missed: No  TTR: 0.08
Metro D Hosting Health High Resolved TTR Missed: Yes TTR: 4.06
INC000000149161  Server Performance None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.43
INC000000150204  Server Hardware None TIR Missed: No  TIR: 0.64
Metro D Network Health Medium Resolved TTR Missed: No  TTR: 1.18
INC000000150321  Server Error None TIR Missed: No TIR: 0.18
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 16.22
Telecom
INC000000135614  Telecom Dial Tone None TIR Missed: No TIR:  0.09
Voice Operations Health High Closed TTR Missed: No  TTR: 0.24
INC000000136250  Telecom None None TIR Missed: No TIR: 0.06
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 1.77
INC000000136936  Telecom Area Code Telephone TIR Missed: No TIR: 0.14
Voice Operations Health Low Closed TTR Missed: No  TTR: 3.41
INC000000137008  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.18
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.30
INC000000137370  Telecom Feature Telephone TIR Missed: No TIR: 0.36
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 0.36
INC000000137647  Telecom None None TIR Missed: No TIR: 0.05
Help Desk Health Low Closed TTR Missed: No  TTR: 0.05
INC000000137938  Telecom Voice Mail None TIRMissed: No  TIR: 1.46
Help Desk Health Low Closed TTR Missed: No  TTR: 1.48
INC000000138663  Telecom Hardware Telephone TIR Missed: No TIR: 0.05
Voice Operations Health Low Closed TTR Missed: Yes TTR: 7.76
INC000000138949  Telecom None None TIR Missed: No TIR: 0.15
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.19
INC000000139426  Telecom None None TIR Missed: No TIR: 0.06
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.06
INC000000140181  Telecom Voice Mail None TIR Missed: No TIR: 0.12
Voice Operations Health Low Closed TTR Missed: No  TTR: 1.39
INC000000140257  Telecom Call/Receive Telephone TIR Missed: No TIR: 0.11
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 0.29
INC000000140418  Telecom Voice Mail None TIR Missed: No TIR: 0.18
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.21
INC000000141340  Telecom None None TIR Missed: No TIR: 0.29
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 4.25
INC000000142284  Telecom Dial Tone None TIR Missed: No TIR: 0.15
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 0.46
INC000000142307  Telecom Dial Tone Telephone TIR Missed: No TIR:  0.07
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 0.39
INC000000142418  Telecom Dial Tone None TIR Missed: No TIR: 0.08
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 0.63
INC000000142492  Telecom None None TIR Missed: No TIR: 0.15
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.20
INC000000142726  Telecom Hardware None TIR Missed: No TIR: 0.10



Voice Operations Health Low Closed TTR Missed: No  TTR: 0.20
INC000000142920  Telecom Voice Mail Telephone TIR Missed: No  TIR: 0.34
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.45
INC000000144002  Telecom Call/Receive None TIR Missed: No  TIR: 0.00
Help Desk Health Low Closed TTR Missed: No TTR: 0.00
INC000000144106  Telecom None None TIR Missed: No TIR:  0.30
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.88
INC000000144108  Telecom Hardware Telephone TIR Missed: No  TIR: 0.27
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 0.96
INC000000145092  Telecom Dial Tone None TIR Missed: No  TIR: 0.06
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 0.75
INC000000145794  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.18
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.22
INC000000146081  Telecom None None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000146116  Telecom Voice Mail None TIR Missed: No TIR: 0.05
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.14
INC000000146316  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.99
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.99
INC000000146652  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.15
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.29
INC000000146834  Telecom Voice Mail None TIR Missed: No TIR: 0.13
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.77
INC000000146894  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.28
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.28
INC000000146906  Telecom Voice Mail None TIR Missed: No TIR: 0.26
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.26
INC000000146943  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.07
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.07
INC000000146964  Telecom Voice Mail None TIR Missed: No TIR: 0.13
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.15
INC000000146985  Telecom None None TIRMissed: No TIR: 0.16
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 4.68
INC000000147043  Telecom Call/Receive None TIR Missed: Yes TIR: 1.22
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 3.87
INC000000147081 Telecom Call/Receive None TIR Missed: No TIR: 0.45
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 0.46
INC000000147102  Telecom Call/Receive None TIR Missed: No TIR: 0.29
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.78
INC000000147293  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.18
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.26
INC000000147653  Telecom Feature Telephone TIR Missed: No TIR: 0.11
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.23
INC000000147939  Telecom Hardware None TIRMissed: No TIR: 0.17
Voice/Data/WAN Services Health Medium Resolved TTR Missed: No  TTR: 0.17
INC000000148891  Telecom Hardware None TIRMissed: No TIR: 0.27
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 0.73
INC000000149698  Telecom None None TIRMissed: No TIR: 0.17



Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 2.04
INC000000150140  Telecom Hardware Telephone TIR Missed: No  TIR: 0.10
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 0.36
INC000000150598  Telecom None Telephone TIR Missed: No  TIR: 0.28
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 1.10
INC000000150829  Telecom Call/Receive None TIR Missed: No  TIR: 0.24
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.88
INC000000151072  Telecom Feature Telephone TIR Missed: No  TIR: 0.35
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 0.50
INC000000151453  Telecom Call/Receive None TIR Missed: No  TIR: 0.70
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.70
INC000000151653  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.17
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.21
INC000000151907  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.34
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.34
Wireless Connectivity
INC000000136040  Wireless Connectivity = Error None TIR Missed: No TIR: 0.15
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.15
INC000000136055  Wireless Connectivity = Error None TIR Missed: No TIR: 0.01
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.01
INC000000136060  Wireless Connectivity  Error BlackBerry TIR Missed: No TIR: 0.04
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.04




